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Introduction 
The thesis deals with the study of "Gaps Model of Service Quality - An Empirical 
Study of Management Institutes of Northern India". Though the scope of the study 
extends too many other Institutes, emphasis has been laid down on the study of 
Managehient Institutes of Northern India. 
Service quality is not a number on a scale. It is not a ranking. It is not something 
produced to specifications, or replicated identically. Rather, service quality refers to the 
relationships between customers and the organization, between expectations for excellent 
services and perceptions of service delivered. 
Through this study, area of interest has been explored after an extensive literature review 
which shows that no research have been conducted before on this aspect. 
Contents of the Thesis 
The study has been divided into six chapters. The first chapter presents an overview of 
service quality followed by meeming and definitions, Important features of Service 
Quality, Pertinence and Quality, Five steps to Quality, Five Dimensions of Service 
Quality, Determinants of Quality of Management Education, Meaning of Education 
Quality, Education as a Service Sector, Gaps Model Framework, Model of Service 
Quality Gaps and finally. Growth and Future of Management Education in India.. It aims 
at providing the reader an overall idea about the nature and activities of Service Quality. 
The second chapter entitled 'Management Education' briefly describes the meaning and 
other relevant specific details of Management Education. 
The chapter three consists of extensive literature review to establish the need for study 
and the scope of study. 
The methodology of research adopted for the purposes of the present study has been 
presented in chapter four, data collection methods and procedures, hypothesis and 
analytical techniques used have been included in this chapter, under separate sections. 
Chapter five of the thesis analyses and interprets the overall overview of Service Quality 
Gap between Management, Staff and Students. 
Chapter six presents findings and suggestions of this study. References used in the study 
appear at the end of each chapter. The list of books, journals, magazines, web sites visited 
and referred to have been appended at the end of the thesis in the form of Bibliography. 
Besides this general information about Service Quality has been given in Appendix I and 
II. In Appendix III Questionnaires and Response Sheet are given and in the last in 
Appendix IV calculations and tests used are given. 
Objectives of the Study 
Important Objectives of the study are stated as follows: 
To find the Overall Perception of Service Quality of Management, Staff and 
Students. 
To find the Overall Perception of Service Quality Dimensions of Management 
Staff and Students. 
To find the Overall Perception of Service Quality Dimensions of Management. 
To find the Overall Perception of Service Quality Dimensions of Professor + 
Associate/Assistant Professor. 
To find the Overall Perception of Service Quality Dimensions of Sr. Lecturer + 
Lecturer 
To find the Overall Perception of Service Quality Dimensions of First Year 
Students. 
To find the Overall Perception of Service Quality Dimensions of Final Year 
Students. 
To find the Overall Perception of Service Quality Dimensions of All 
Respondents. 
To find the Overall Perception of Service Quality Dimensions between 
Management and Staff 
To find the Overall Perception of Service Quality Dimensions between 
Management and Students. 
• To find the Overall Perception of Service Quality Dimensions between 
Management and Professor + Associate/Assistant Professor. 
• To find the Overall Perception of Service Quality Dimensions between 
Management and Sr. Lectvirer + Lecturer. 
• To find the Overall Perception of Service Quality Dimensions between 
Management and First Year Students. 
• To find the Overall Perception of Service Quality Dimensions between 
Management and Final Year Students. 
• To find the Overall Perception of Service Quality Dimensions between Professor 
+ Associate/Assistant Professor and Sr. Lecturer + Lecturer. 
• To find the Overall Perception of Service Quality Dimensions between First Year 
and Final Year Students. 
• To find the Overall Perception of Service Quality Dimensions between Colleges 
More then or Less then Ten Year of Establishment. 
Methodology of Research 
Keeping in view the objectives of the study, and in order to justify the need for research, 
the researcher has conducted a review of existing literature in the subject. This led to 
identification of research gaps. 
In formulating the research problem, the major Service Quality Dimensions have been 
chosen for the present study. In view of the nature of study, exploratory research design 
has been selected. The researcher has constructed a questionnaire based on the 
dimensions of Service Quality and respondents in Management Institutes of Northern 
India were ask to rank the extent of the Service Quality Dimensions. 
In collecting information, primary sources have been considered as population sample. 
Stratified random sampling method has been adopted. To start with population of the 
study researcher found that there are 91 Management institutes approved by A.I.C.T.E 
and affiliated from Uttar Pradesh Technical University, 
The institutes have been selected on the basis of their establishment of years. 
a) Institutes exist More or Equal to Ten Years. 
b) Institutes exist Less then Ten Years. 
Management Includes: Director and Assist. Director 
Staff Includes : Prof., Assistant Prof, Associate Prof., Sr. Lecturer and Lecturer 
Students Includes : Students of First year and Final year are randomly selected 
according to roll list. 
• If institute is having 60 seats then every fifth student has been selected. 
• If institute is having 120 seats then every tenth student has been selected. 
To determine the respondent sample size researcher has used this formula: 
n-
^zs\' 
And get sample size of 31 Management Institutes from where the data has been 
collected. 
Data has been collected through a structured questionnaire developed on a five-point 
scale. Data was entered on SPSS. Thereafter overall mean of various scores was taken. 
In order to know that this difference was statistically significant popular Independent 
Samples t-tests were applied. 
If the value is greater than .05 this is our null hypothesis (Ho). We have tested this at 
significance level of 5% in both the cases and findings would have been more 
appropriately discussed and analysed at various level of significance. 
Main Findings of the Study 
On the basis of analysis following results are made 
A. Overall Perception of Service Quality of Management, Staff and Students: 
The perception of Management is saying that the Service Quality is neither very 
good nor very bad while the perception of Staff and Students are also more towards 
neither agree nor disagree statement. Therefore we conclude that the Management in 
its opinion is they providing sufficient services (3.3) on the other side Staff and 
Students neither agree nor disagree about the services which Management is 
providing (3.1 and 3). This shows there is apparently a gap between the perception 
of Management, Staff and Students. This gap needs to be filled. 
B. Overall Perception of Service Quality Dimensions of Management, Staff and 
Students: 
(i) The total perception of 454 respondents for reliability dimension is 3.6 are 
more towards in agreement statement about the ability to perform the service at 
the first time. This means service quality is good in the beginning but 
afterwards the efficiency of services decreases like equipments, hostel, 
transport, library, computer lab, internet facility, training placement and 
industry professionals visiting the institute so this gap has to be improved. 
(ii) The overall perception of 454 respondents for Responsiveness dimension 
which is 2.9 is neither agree nor disagree statement about ability to provide 
prompt service. The Staff and Students are not happy with the Management for 
not fulfilling their needs to provide prompt service like sufficient number of 
Staff to Students to serve them, poor attendance of Students due to lack of 
competency in Staff, policies for recruiting Staff, complaints about services 
provided are not corrected on time. Students are not following guidelines as 
expected to avail services etc on time it means the gap between Management, 
Staff and Students need to be reduced. 
(iii) Perception of 454 respondents for Assurance dimension is 3 which mean all 
are neither agree nor disagree about the gap between the service quality 
specifications and the service that is actually provided. This opinion is 
regarding the promises which Management assures at the time of admission 
but actually the faculty and Staff has poor job performance in providing 
proper services to Students, lack of motivation of Staff to improve services, 
lack of performance appraisal, checks and controls on Staff service quality 
provided, proper scheduling of services to Students but never provide services 
what they promise so this gap also require inputs to minimize. 
.. 5 
-CiXF 
(iv) The total perception of 454 respondents for Empathy dimension which is 2.9 
is neither agree nor disagree about caring and attention to Students the gap 
between what Management provides and what the student is told. Findings 
shows that this dimension is again not followed by Management Institutes 
which emphasizes on Students were given incorrect information on the 
services provided, Management change many services without notifying 
Students, level of checks and controls for deadlines of services to Students, 
Students level to feel upset due to not providing benefits in time. Management 
does not provide information on time for training of Staff, update of job 
descriptions etc. The behavior of Management with Staff and Students for 
services is not up to the mark, so this gap needs attention. 
(v) The physical evidence of a service like Space in class rooms to sit, number of 
computers as per the number of Students, sufficient availability of books in 
the library, hostel facilities, cleanliness, sufficient teaching Staff, sufficient 
transport and quality food for tangibility is 2.9 is neither agree nor disagree 
about the physical evidence of a service therefore this gap need to be filled. 
In the above discussion results were about the overall perception of service quality 
as well as its dimensions of Management, Staff and Students now we discuss: 
C. Overall Perception of Service Quality Dimensions between Management and 
Staff: Significant differences do not exist in the mean scores of overall service 
quality dimensions for Management and Staff, hence Null Hypothesis HQ is accepted 
which means Management and Staff perception for service quality is same. 
D. Overall Perception of Service Quality Dimensions between Management and 
Students: Significant differences do not exist in the mean scores of overall service 
quality dimensions for Management and Students, hence Null Hypothesis Ho is 
accepted which means Management and Students perception for service quality is 
same. 
E. Overall Perception of Service Quality Dimensions between Management and 
Professor + Associate/Assistant Professor: Significant differences do not exist in 
the mean scores of overall service quality dimensions for Management and Professor 
+ Associate/Assistant Professor, hence Null Hypothesis HQ is accepted which means 
perception for service quality is same. 
F. Overall Perception of Service Quality Dimensions Between Management and 
Sr. Lecturer + Lecturer: Significant differences do not exist in the mean scores of 
overall service quality dimensions for Management and Sr. Lecturer + Lecturer, 
hence Null Hypothesis Ho is accepted that shows the service quality perception is 
same. 
G. Overall Perception of Service Quality Dimensions between Management and 
First Year Students: Significant differences do not exist in the mean scores of 
overall service quality dimensions for Management and First Year Students, hence 
Null Hypothesis Ho is accepted which reflects perception of service quality is same. 
H. Overall Perception of Service Quality Dimensions between Management and 
Final Year Students: Significant differences do not exist in the mean scores of 
overall service quality dimensions for Management and Final Year Students, hence 
Null Hypothesis Ho is accepted. This analysis shows that the service quality 
perception of Management and Final Year Students is same. 
I. Overall Perception of Service Quality Dimensions between Professor + 
Associate/Assistant Professor and Sr. Lecturer + Lecturer: Significant differences 
do not exist in the mean scores of overall service quality dimensions for Professor + 
Associate/Assistant Professor and Sr. Lecturer + Lecturer, hence Null Hypothesis Ho 
is accepted which means service quality perception is same. 
J. Overall Perception of Service Quality Dimensions between First Year and Final 
Year Students: Significant differences do not exist in the mean scores of overall 
Reliability, Responsiveness, Assurance and Tangibility service quality dimensions for 
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First Year and Final Year Students; hence Null Hypothesis Ho is accepted. But 
significant differences exist in the mean scores of overall Empathy service quality 
dimension, hence Null Hypothesis is rejected here which means First and Final Year 
Students do not have the same perception of service quality for Empathy dimensions. 
K. Overall Perception of Service Quality Dimensions between Colleges Years of 
Establishment: Significant differences do not exist in the mean scores of overall 
service quality dimensions between Colleges year of establishment, hence Null 
Hypothesis Ho is accepted which shows perception of service quality of colleges 
existence more or less then ten years is same. 
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PREFACE 
Service Quality is the gap between client's expectations (perception) and service 
performance. Client's satisfaction from his/her own angle which is different from the point 
of view of customer which he/she experiences. The difference is termed as 'Gap', which 
Parasuraman, A., ZeithamI, V.A. & Berry, and L.L have measured through a model. This 
thesis is a modest attempt in highlighting the "Gaps Model of Service Quality - An 
Empirical Study of Management Institutes of Northern India" made on research 
background like services, this research focus on the quality of educational services, then 
colleges growth and survival based on quality. Quality if understand properly and 
measured properly. 
Students have become more and more aware of their requirements and demand higher 
standards of services. Their perceptions and expectations are continually evolving, 
making it difficult for the service providers to measure and manage services effectively. 
The key lies in improving the service selectively, paying attention to more critical service 
attributes/dimensions as a part of service management. It is an imperative to understand 
how sensitive the students are to various service attributes or dimensions. Management 
Institutes providing educational services to students have no exception. Their survival is 
dependent on the quality of services, hence its measurement is a must. 
In recent years thrust on efficient service has increased manifold in the services sector 
because of increased competition from private players, improved technologies, and 
growing customer satisfaction. For example, in the insurance sector, the private players 
Birla Sun Life, AIG, Met Life and ICICI etc are making strides in raising awareness 
levels, introducing innovative products. In the banking sector, there is increased financial 
satisfaction of both consumer and business markets and the increased availability of 
services and products from new competitors 
Other services have also witnessed the same developments, e.g., in the fast-food sector, 
there is stiff competition from private players. With the entry of McDonald - the world's 
best quick service restaurant, Pizza Hut, Sub Way, etc., customer expectations from 
Indian counterparts particularly Nirulas have increased. McDonald is constantly 
promoting its corporate mission of People Promise and People Vision. The People 
Promise is "how we remind our people what they can expect and how high our goal is: to 
be the best employer in each community around the world". Multiple touch points have 
emerged, contact centers, email, facsimile, websites which enable the customer to get in 
touch with companies quickly, easily and directly. 
As a result of which response time has come down dramatically and information 
availability has become immediate. Thus, in the context of increasing access to 
information and tougher competition, the customer will be more demanding for service. 
Technology will enable him to make comparisons quickly and accurately. Similarly 
Airlines, Hotel, Hospital, Tourism, Transport etc are also relatively important for service 
quality expectations. 
Thus, competition and technological up gradation, etc. have resulted in pressure on 
students satisfaction. Students are becoming more alert in their requirements and are 
increasingly demanding higher standards of service. It requires setting students service 
objectives in terms of relative importance of service elements. In other words, while 
considering levels of performance in setting service objectives, services need to take into 
account the importance of service quality variables such as reliability, responsiveness, 
assurance, empathy, and tangibles (Payne, 1995). Customer service initiatives are, thus, 
closely related to quality improvement initiatives. Christopher and Ballantyne (1991), 
reported that it is the relationship marketing that brings quality, services, and marketing 
together. With this, the attainment of quality has become pivotal concern among the 
marketers. Brown and Swartz (1989) reported that the consistent delivery of superior 
service is the strategy that is increasingly being offered as a key to service providers to 
position themselves more effectively in the market place. 
Considering the paramount importance of quality improvement and management in 
services, the present study has been undertaken with the objective of contributing a 
measure of clarity to the research on the issue of relative importance of different 
dimensions of service quality of Management Institutes. This would have implications for 
student's service and resource management. This research is to examine the impact of 
service quality system of Management Institutes on student's satisfaction. 
The thesis is divided into six chapters. Chapter one (Introduction Service Quality) 
presents the meaning and definitions of Service Quality, Important features of Service 
Quality, Pertinence and Quality, Five steps to Quality, Five Dimensions of Service 
Quality, Determinants of Quality of Management Education, Meaning of Education 
Quality, Education as a Service Sector, Gaps Model Framework, Model of Service 
Quality Gaps and finally, Growth and Future of Management Education in India. 
Chapter two (Management Education) explains the conceptual preview of Management 
Education, Value of Management Education, Management Education The Global 
Scenario, Growth of Higher education in India, Management Education in India, Present 
Management Education Authority, Structure of Management Education in India. 
Management Education: Some Emerging Issues, Management Education-A Study of the 
Indian Context, Emergence of Private Business Schools and Niche Players, Emerging 
Challenges to Management Education. These first two chapters provide the basis on 
which the model of research is designed. 
Chapter three (Literature Review) presents the Need for research, the Objective of 
Research, Review of Present available Literature for Finding a Gap, Measuring Service 
Quality. 
Chapter four (Research Methodology) contains, Research Methodology, the Data 
Collection in Present Research, the Methodology of Data Analysis, Data Analysis in 
Present Research, the Data Presentation and Discussion. 
ni 
Chapter five (Analysis, Findings, Discussion and Presentation) presents the analysis of 
Service Quality Gaps. 
The final i.e. Chapter Six (Findings and Suggestions) proposes the suggestions and 
recommendations, the limitations of research, the future direction for research. 
Besides this glossary of Service Quality is given in Appendix-I, International 
Organisations for Quality Standards is given in Appendix-II, Questionnaire for 
Management, Staff and Student, Response Sheet for Management, Staff and Student and 
List of All Management Colleges in UP in order of establishment is given in Appendix-
Ill, in Appendix IV Statistics of Sample Taken, Calculations for Service Quality 
Dimensions of Management, Staff and Students, Calculations Report of Respondent Type 
for Service Quality Dimensions, Calculations for Multiple Comparisons of Respondent 
Category, ANOVA Calculations for Between and Within Groups for Service Quality 
Dimensions are given and finally the Bibliography providing more than 90 References 
that could be a rich source for future researchers are given. 
The findings of the study may given a direction to the Management Institutes about the 
Service Quality Gaps and act accordingly. For academicians, the study will be useful for 
critical appraisal of the latest developments in the area of Service Quality Gaps and will 
also prove helpful in providing a direction for future research. 
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Chapter 1 Introduction Service Quality 
1.1 Meaning and Definitions of Service Quality 
This part of the chapter explains the meaning and definition of Service Quality. From 
maximum possible sources, an attempt has been made to explain the meaning and 
definition of service quality, which various authors on the subject have provided. This 
part lists down those meaning. 
As found at site http://looselycoupled.com "Quality' of Service refers to a network 
system's ability to sustain a given service at or above its required minimum performance 
level." 
A modem definition of quality says that quality is "meeting or exceeding customer 
expectations." 
According to Quality Digest^ "Quality itself has been defined as fundamentally 
relational: Quality is the ongoing process of building and sustaining relationships by 
assessing, anticipating, and fulfilling stated and implied needs." 
According to www.asq.org"* "Quality have two meanings (a). The characteristics of 
product or service that bear on its ability to satisfy stated or implied needs, (b) A product 
or service free of deficiencies." 
A popular site http://www.ldri.eom/a rticles/93fillservqual.html^, explains quality as-
Quality is defined as the process of helping people and organizations move from a state 
of punishment, limitation, captivity, or victimization to a state of participation, liberation, 
captivation, and actualization. This is done through anticipating and fulfilling stated and 
implied needs. The quality process is effectuated by fulfilling all five dimensions, 
resuhing in "customer delight." 
According to www.tohm.ie/download/ppt/evpaper_ekoorrmeef ppt^ 
Quality is what the customer says it is' 'You only know what quality is when it is absent' 
'Quality is conforming to certain requirements and standards' 'Quality is excellence' 
Quality is meeting (and where possible exceeding) the assessed needs and defined 
expectations of the customer through efficient and effective management and processes. 
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Service quality is not a number on a scale. It is not a ranking. It is not something 
produced to specifications, or replicated identically. Rather, service quality refers to the 
relationships between customers and the organization, between expectations for excellent 
services and perceptions of service delivered 
Service quality is about ensuring the customers, both internal and external, get what they 
want. 
Service^ quality is the gap between client expectations (perception) and service 
performance 
Service quality"^ is the compromise of the supplier (the promise) which takes place at the 
moment the client is served (the performance). 
1.2 The Important Features of Service Quality 
It'' perhaps comes as no real surprise to find that the most important features of 
service qualities across all respondents are: 
• Reliability of Service Delivery 
• Competence of the Service Organisation 
• Attitudes of Staff to Customers 
• The Ability to Put Things Right When They Go Wrong for the Customer 
• Time to Deliver the Total Service 
Customers are also concerned with the perceived value of the service in terms of value 
for money. All of these factors indicate the need on the part of the operations 
management in the service organisation to build consistency into service delivery and to 
manage the process rather than hoping things will turn out alright. 
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1.3 Pertinence and Quality 
In this age of a techno-scientific revolution, when the sheer quantity of knowledge and 
information is expanding exponentially, when the needs of a constantly growing and 
increasingly varied student population are burgeoning, the quality of training for teachers 
and the quality of teaching in higher education institutions demand top priority. The 
higher education system in India recognises its key responsibility in training teachers, in 
establishing links with teacher training institutions at other levels and in training teacher 
trainers. Efforts are being made to bring in teachers from the commercial and social 
sectors to facilitate interchange and build links with the education system. The higher 
education system in India is facilitating access to the common heritage of knowledge and 
research. It is fulfilling its moral obligation to society in exchange for the resources 
assigned to it by society. Recently, a Task Force on Fundamental Duties laid down in the 
Constitution has been constituted so that the same can be reflected in the curriculum. This 
would also lay down a code of accountability of all stakeholders in the educational 
system.The University Grants Commission [UGC] was set up in 1956 as an agency for 
coordination and maintenance of the standards of teaching examination and research in 
universities. During the last 40 years, the UGC has taken a number of measures to 
improve quality and to introduce innovations. 
1.3.a. Quality improvement through infrastructural development: 
Here the policy is to ensure a minimum level of facilities such as laboratories, libraries, 
classrooms and hostels, by the provision of development grants. Special grants have also 
been provided to improve in quality humanities, social science and science streams. 
Financial support has also been provided for creating new inter-disciplinary oriented 
universities such as the Jawaharlal Nehru University. 
1.3.b. Curriculum, human resources and research development: 
Another quality assurance measure is the provision of resources in the form of Research 
Fellowships for M.Phil, and Ph.D. programmes undertaken by university and college 
teachers, University Leadership Programmes (ULP) for college teachers, and Seminars, 
workshops, summer schools in various subjects so as to help the teachers upgrade their 
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knowledge. Such programmes reach a large number of teachers in the system. In 1987, 
Academic Staff Colleges (ASC) was set up to provide opportunities for general 
orientation and subject refresher programmes for academic staff Under the scheme, more 
than hundred thousand teachers have received orientation and subject refresher 
programmes of 3-4 weeks duration. Such measures are expected to have greater impact 
on the quality of teaching and learning in the system of higher education in the country. 
Other measures within this broad category are restructuring of courses, improving the 
quality of research and curriculum development by constituting various subject panels 
and encouraging universities to undertake constant revision and improvement of 
curriculum. In order to implement relevant curricula, a scheme of restructuring of 
undergraduate programmes was initiated. The scheme envisaged flexible and socially 
relevant undergraduate curricula with a provision for foundation, core, application and 
skills-oriented course components. 
A recent innovation has been the introduction of the vocational education scheme, at the 
undergraduate level. Under this scheme one of three subjects required for having a 
Bachelor's Degree could be a vocational education subject. The scheme has suggested 35 
vocational subjects and recently some more vocational subjects related to agriculture and 
rural areas have been introduced. Nearly 1,500 colleges have been given facilities for 
vocational education and a large amount has been invested to support the 
implementation. 
I.3.C. Centres of Excellence in Higher Education 
Centres of excellence in different subject specialties have been established under the 
scheme of Centres of Advanced Studies (CAS), Department of Special Assistance (DSA) 
and Inter-University Research centres at internationally comparable standards. The 
objectives of these centres are to provide quality input in higher education and in research 
areas. Great strides in science and technology, on the one hand, and high cost of inputs 
for good research, on the other, have made it necessary to develop interactive institutional 
arrangements between teaching institutions, national research laboratories and the 
development sectors. The UGC has established Inter-University Centres to enable 
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cooperation and joint use of facilities in nuclear science, crystal growth astronomy and 
astrophysics, social sciences and humanities. Information Centres to facilitate 
information flow have been set up at the Indian Institute of Science, Bangalore, M.S. 
University of Baroda and SNDT Women's University, Bombay. Sudden expansion in the 
higher education system required the development of excellence. A major strategy has 
been devised by the UGC for establishing Advanced Centres and Departments of Special 
Assistance within the university system. At present, about 411 departments are 
participating in these schemes and 157 in the scheme for strengthening the infrastructure 
facilities for postgraduates and research in science. These schemes have had a major 
impact on raising standards and promoting excellence in higher education. 
1.3.d. Research and Development 
Research is promoted by encouraging students to do M.Phil, and Ph.D. research. The 
UGC provides financial assistance to those who are meritorious and propose to pursue 
research. Meritorious students are selected through National Level Test. Nearly 50,000 
scholars are receiving Fellowships for conducting research. Those who are enrolled for 
research programme account for 74,000, i.e. 1.1 per cent of total enrolment in higher 
education. Nearly 10,000 students are awarded Ph.D. degree every year. Teachers are 
encouraged to do research through award of minor and major research projects. Nearly 
500 major research projects and 650 minor research projects were awarded during the last 
year. Besides, there are schemes of Research Associate ship, Scientist ship. Emeritus 
Fellowship, Teacher Fellowship and Career Awards through which research work is 
supported by providing financial assistance to teachers. These fellowships are available 
for Science, Social Sciences, Humanities and Engineering & Technology. Besides UGC, 
support for major and minor research projects is provided to teachers in higher education 
by Department of Science and Technology and various Councils related to Social 
sciences. History and Philosophy. 
Training of teachers is an important component of any policy, which aims at maintaining 
high standards of teaching in the universities and colleges. The review of Educational 
Policy (1992) stressed upon a comprehensive programme of professional development of 
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teachers through Academic Staff Colleges. The scheme of Academic Staff Colleges was 
started in 1986-87, under which 45 such Colleges have been set up so far. These colleges 
conduct four-week orientation programmes for training new teachers with irmovative 
techniques and also three to four week refresher courses in various disciplines for in-
service teachers to enable them to update their knowledge. Since these Academic Staff 
Colleges caimot cater to the needs of all the teachers, 72 departments of universities and 
specialised institutions have been selected to conduct refresher courses, in addition to the 
Academic Staff Colleges. These centres have prepared reading material for the use of 
teachers. The Academic Staff Colleges also conduct seminars of two to three days' 
duration for the Principals located under the catchment area. The Academic Staff 
Colleges sensitise the teachers about students' expectations and perceptions and provide 
them an understanding of the academic context of higher education. They also help 
teachers in developing insights into the dynamics of working in the educational system. 
Up to 31st March, 1997, nearly 1.14 lakh teachers had participated in refresher courses 
and 42,000 teachers in orientation courses. To enrich the quality of higher education, a 
Country-wide Classroom scheme was launched. Under this scheme, special films on 
various subjects were prepared and broadcast for the benefit of students and teachers. To 
carry this out, institutional audio-visual research centres and educational media research 
centres were set up throughout the country. Such Centres already number 21 and are 
likely to increase. These centres are producing a large number of video tapes 
that are transmitted on the national TV network. 
1.3.e. Structural Reforms 
The regulatory system was introduced as early as in 1857 along with the establishment of 
the modem university in India. The main purpose was to ensure the standardisation of 
curriculum in undergraduate programme, as well as objective and impersonal evaluation 
of students. The system of affiliated colleges involved determination of curriculum by the 
university. Implementation of this curriculum was carried out by the affiliated colleges 
and university departments and evaluation of students through comprehensive 
examinations. So long as the system remained small in size, it worked reasonably well. 
But, with the expansion in the number of institutions and students, this system has 
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become counter-productive and has caused serious damage to the process of teaching and 
learning; diversification of higher education, social relevance of the curriculum and 
evaluation of students. In order to remedy this situation, the following steps have been 
taken: 
• Scheme of Autonomous Colleges: These are intended to ensure quality relevance 
and appropriate assessment of students. Under this arrangement, teachers in the 
colleges decide the curriculum and conduct the evaluation of their students 
through systems of continuous evaluation. At present, there are 119 autonomous 
colleges. 
• Critical Inputs and Recognition: Other regulatory measures, such as creation of 
minimum level of infrastructure, the specified number of qualified staff and well-
defined administrative procedures, are insisted upon before any institution is 
affiliated to a university, or before a university can be recognised by the UGC for 
financial assistance. These measures discourage the opening of substandard 
institutions. 
1.3.f. Evaluation and Monitoring 
UGC review committees and visiting committees oversee and assess the quality of 
university programmes. These committees are constituted for different areas and 
disciplines and for all the universities which receive financial assistance from the UGC. 
Another UGC measure is the National Educational Testing (NET) programme. The UGC 
and the Council of Scientific and Industrial Research (CSIR) conduct tests in science 
subjects twice a year for Junior Research Fellowships (JRF) and an eligibility test for the 
teaching profession. 
Universities and colleges are required to consider the candidature of only such persons 
who have qualified for teaching jobs. Those who qualify for JRF tests are awarded Junior 
Research Fellowships of Rs. 5,000/- per month. These tests have proved to be important 
indicators of quality of students engaged in the teaching and research profession. 
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As a part of coordination and maintenance of standards of higher education, the UGC has 
set up an Inter-University Institution of quality assessment and accreditation. This is 
named as National Assessment and Accreditation Council (NAAC) and it was set up in 
1994 under Section 12 CCC of the UGC Act. 
NAAC's responsibility is to assess and accredit institutions of higher education that 
volunteer for the process, based on certain criteria which can be applied to the 
functioning of the institution in totality. NAAC's process of assessment and accreditation 
involves the preparation of a self-study report by the institution, its validation by the 
peers and final decision by the Council. 
Though assessment and accreditation is voluntary on the part of the institutions, UGC has 
already indicated that its plan-based development support to educational institutions will 
be related to the outcome of assessment and accreditation. It has 
already extended financial support to the extent of Rs. 5 lakhs to each university to meet 
the expenses involved in undergoing the accreditation process. Likewise, the autonomous 
colleges are provided with financial support for this purpose as a part their annual grant 
from the UGC. 
So far more than 47 universities, 75 affiliated colleges and 20 autonomous colleges have 
volunteered to be accredited by NAAC. Around 10 universities and 25 colleges are in the 
advanced stage of finalising the self-study report in a few months time. The on-site visit 
to seven institutions one university and six colleges has already been completed. For a 
few more institutions, the on-site visit is being plarmed. 
Privatisation of Higher Education 
The new trends of thinking and overall constraint in resources call for private initiative 
and community support. In the Indian mixed economy, while the contribution of private 
sector has been significant in general, its contribution to higher education has not been 
encouraging. While until now there is no formal private university in India, there are a 
large number of private colleges in the general and technical education spheres. Private 
colleges that form about three-fourths of the total number of colleges, are of two types: 
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privately managed but publicly funded colleges familiarly known as (government) 
"aided" colleges, and privately managed and funded colleges, known as "unaided" 
colleges. A substantial number of private colleges belong to the former category, and 
they receive government aid to meet almost the whole recurrent expenditure. The private 
aided colleges have not contributed significantly to easing the financial burden of the 
government, as more than 95 per cent of the recurring expenditure, and sometimes even 
the capital expenditure, is met by public exchequer. Hence strictly from the point of view 
of finances, such private colleges do not have any significant role. Pure or "unaided" 
private colleges do provide financial relief to the government in providing higher 
education, but at huge and long-term economic and non-economic cost to the society. 
Such institutions have been really a recent phenomenon. They are the result of private 
enterprise and initiative. In the very recent period, growth of private engineering and 
medical colleges has been remarkable. They charge donations and capitation fees. While 
other colleges are, by definition, non-profit institutions, many of these institutions not 
merely cover their costs, but also make profits, which are not necessarily re-invested in 
education. The government wants to encourage private initiatives in higher education but 
not commercialisation 
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1.4 Five Steps to Quality 
1 A.a. Cultivate a Consecration Culture 
1.4.b. Plan the Paradigm 
1.4.C. Reinforce Relationships 
1A A. Manage Measurement 
1.4.e. Employ Experience 
I A.a. Cultivate a Consecration Culture (Create the Environment for Service Quality). 
Joel A. Barker says that the quality paradigm is essential to excel in the 1990's, but by the 
turn of the century will be a necessary condition for even being in business'^. This is a 
natural consequence of firm after firm turning its focus to "delighting the customer." This 
value sharing paradigm is the only paradigm which has the power to build and sustain 
long-term relationships with customers so that they become "sustaining members" of the 
organization. As more and more firms adopt the value sharing paradigm, firms which are 
content with mere "customer satisfaction" will find their support base deteriorating as 
customers move their loyalty to firms whose total focus is toward not just satisfying, but 
delighting, their external and internal customers. 
A''* consecration culture is one in which value sharing is the central paradigm. In quality 
terms, value sharing is expressed in the phrase "delight the customer," or "give the 
customer more than he or she is paying for," or "consecrate resources to the customer." In 
relational economic terms, value sharing is expressed as follows: "If I give you 
something that has more value to you than it does to me, then together we are better off 
as a result of the trade. If it is worth $10 to you but $3 to me then after the trade we are 
worth $10 rather than $3, even if I do not receive anj^hing in exchange." 
Although the "consecration" culture is an integral part of the quality movement, it has 
become better understood recently as President Bill Clinton has called for "shared 
sacrifice" to meet growing economic needs. However, the consecration environment 
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extends beyond the reactive "shared sacrifice" environment to a proactive'^ environment 
in which needs are anticipated and fulfilled. 
There are four conditions necessary for a consecration culture: First'^, there must be a 
relationship among the participants such that there is value in sharing value. Second, 
there must be a level of trust among the participants such that each can depend on the 
other participants not to abuse or take advantage of the relationship. Third, all 
participants must engage in mutual consecration of resources such that value sharing is 
reciprocated. Fourth, there must be no hoarding of resources by any of the participants. 
The consecration culture is driven by vision, which, in the value sharing paradigm is 
defined as a description of the common good among participants. Thus, vision is directed 
to the needs of the participants rather than the greed of the organization. For example. 
Visible Changes' vision is directed to "enhancing the lives of hairdressers and customers" 
as opposed "making a lot of money" or "beating out its competitors." John McCormack, 
shareholder of Visible Changes notes "What really drives me is the idea that haircutters 
will someday be taken seriously, that they're not dingbats but people getting car loans and 
home mortgages."'^ When the organization's culture is driven by the value sharing 
paradigm, the higher return on its investment is a natural result of its focus on customers. 
In the consecration culture, participants are empowered to do what needs to be done 
rather than being limited to doing what the system restricts them to doing. For example. 
Visible Changes' employees are permitted to charge more for haircuts if they are 
requested 50% of the time. Furthermore, they are actually encouraged to build their own 
resources so that some day they can become co-owners of a salon. In this environment, 
innovation is encouraged and mistakes are tolerated (though not condoned) because the 
value of the information about the mistake is greater to the organization than it is to the 
individual because of the learning it can provide to the organization in preventing similar 
mistakes in the future. 
11 
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1.4.b. Plan the Paradigm (the Plan step). 
Paradigm logic is becoming one of the most powerful tools of service quality and cultural 
change. While a new paradigm may be inconsistent with the traditional view, it provides 
its own logic. It provides a perfectly valid means for understanding and interpreting 
behavior. The power of the paradigm stems from the fact that it drives behavior, rather 
than being driven by behavior. Behavior which appears inconsistent with one paradigm 
may be fiilly compatible with another paradigm. Since the paradigm is the source of logic 
for the behavior, a paradigm which is consistent with the vision of the organization has 
great power to drive the actualization of that vision. 
One firm changed its bereavement policy (which had required extensive documentation 
to take a three-day leave) to a simple policy (which permitted bereavement leave upon 
approval of the supervisor) when it assessed that it could trust 95% of its employees to 
not abuse the policy. This movement from a non-trust paradigm to a trust paradigm 
resulted in a significant increase in the use of bereavement leave, but a 47% decrease in 
the number of days actually taken'^. Thus, by shifting the paradigm the firm was able to 
accomplish a serendipitous change in behavior. If the firm had simply asked employees 
to reduce their use of bereavement leave, the firm would have would have only 
strengthened the "distrust" paradigm. Employees would have felt victimized by the firm's 
attempt to take something away from them. Through the shift in paradigms, the 
employees actually felt that they were receiving a new benefit rather than giving up a 
benefit. Service quality is most effective when it involves planning the paradigm rather 
than planning the behavior. 
I.4.C. Employ Experience (the Do step). 
Experience is the only dimension through which actualization of the vision is achieved. It 
is experience that builds the frame of reference of participants and increases the firm's 
ability to respond to the needs of customers. The attorney who has had experience in 
handling a particular type of case is, in general, better able to serve clients with similar 
cases than attorneys without experience in that type of case. Visible changes not only 
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employs people with experience, but engages in a continuous program of training and 
development, thus providing an ever-expanding experience base. 
Experience is employed through utilization of the "Do" step of Dr. Deming's Plan-Do-
Study-Act cycle. By actually implementing the proposed improvement on a test or full 
scale basis, the firm gains knowledge that it would not obtain through attempting to 
logically deduce the results without actually implementing. This is because the success 
(or failure) of the project may be explained by a new paradigm that would appear 
illogical under the existing paradigm. The success (or failure) of the project and the new 
underlying paradigm would not be discovered without actually implementing the project. 
1.4.d. Manage Measurement (the Study step). 
In some organizations, measurement is mismanaged, producing results inconsistent with 
the true needs of the organization. For example, the computer consulting firm that began 
measuring "quality" by the number of lines its computer programmers wrote in a day 
were actually encouraging longer, more memory consumptive programs which were 
actually inconsistent with the needs of their customers. Similarly measurement of 
performance, with the implication that the participant has control over the performance 
when 85% of the control belongs to the system and not the participants, can lead to sub-
optimization which is inconsistent with the needs of the firm. One manufacturer found 
that its incentive pay program encouraged its employees to work on projects tied to the 
incentive system at the expense of critical current customer needs. Some organizations 
waste their time measuring everything and, as a consequence, create an environment in 
which measurement is not taken seriously, or worse yet, encourage behavior inconsistent 
with the true vision of the organization. 
Although they are more difficult to obtain, measurements of the higher dimensions of 
quality provide better information for ftilfilling service quality. For example, process 
control measures (third-dimension measurements) are far more effective at reducing 
defects and improving quality than simple inspection of the completed product (a first-
dimension detection method). This is particularly true of service quality, in which the 
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product is normally produced at the time of delivery, so there is no chance for rework 
prior to delivery. 
Measurements of paradigms (fourth dimension measurements) can provide significant 
leverage for shifting corporate culture, as illustrated by the bereavement policy example. 
In contrast, measurement and control of behavior (a first dimension measure) can actually 
be counter productive. 
Value sharing is measured through measurements of the strength of relationships (fifth 
dimension measurements of "social capital"). There are three measures of the strength of 
relationships: first, the level of consecration; second, the level of repeat business; and 
third, the level of referral business. The level of consecration is measured by the degree 
to which the participants are willing to give more than is required (e.g., the extent to 
which they are willing to pay more to this organization than they are willing to pay to a 
competitor). For example, Visible Changes' customers are willing to pay significantly 
more for hair care than they might pay elsewhere because of the service environment 
Visible Changes has created. The level of repeat business is an indication of the extent to 
which customers have become "sustaining members" of the organization. The level of 
referral business reflects the extent to which the customer has truly become a participant 
in sharing the vision of the organization by seeking other participants to contribute 
resources to (and to share value with) the organization. One successful computer software 
firm has a need for only two paid sales representatives because of the word-of-mouth its 
customers provide. 
1.4.e. Reinforce Relationships (the Act step). 
Since it is long-term relationships that provide the sustaining lifeblood of the 
organization, these relationships need to be constantly nourished and reinforced. These 
relationships are built and strengthened through the firm's willingness to share value with 
its internal and external participants. 
Another type of relationship which must be reinforced is the delivery method or system 
which is developed for serving internal and external customers. There is a direct 
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relationship between a successful process and "customer delight." This relationship is 
reinforced by standardizing the process and making it part of the system. Full application 
of the Act stage of Dr. Deming's Plan-Do-Check-Act cycle does not take place until any 
improvements generated through the Plan and Do portion of the cycle are verified 
through measurement and are made a part of the system. All the innovation in the world 
will be meaningless if the firm does not have the ability to see how the innovation fits 
into the system and the ability to incorporate the change into the system. It is this 
standardization step which assists the organization in retaining its learning, which would 
otherwise be lost upon the death or termination of the employees who developed the 
improved processes. It is through this standardization that the organization becomes "free 
of mortal risk." Another relationship that must be understood and reinforced is the 
relationship of the organization in its socioeconomic environment. The firm that 
understands the dynamics of its environment and its ovra role in those dynamics can more 
effectively use those dynamics for its benefit. The firm which does not understand the 
dynamics or its role will be "tossed to and fro" by those system dynamics. 
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1.5 Five Dimensions of Service Quality 
Although^*' there is an agreement in literature that perceived service quality has 
multidimensional nature, it is still the debate subject on what the number is and what the 
content of dimension of service quality is. Gronross states that there are two quality 
dimensions: functional and technical quality Technical quality is determined by an 
answer to the question what does a consumer get. For example, if consumer saves in a 
bank, consumer gets interest rate; if consumer uses bus, consumer gets to specific 
destination; if consumer goes to a restaurant, consumer has delicious lunch. However, it 
is very important it that technical quality is offered to consumers. That is why functional 
quality is the way consumer gets the service. For example, in a bank case it is the matter 
of staff politeness, does it trustworthy and similar; in case of a bus transport it is the 
matter of a bus tidiness, comfort, if the bus reaches destination in time, is the bus crew 
polite etc; in case of a restaurant, are the waiters polite, is the restaurant clean and tidy as 
well as other important determinants in the very service. 
Until recently the stress was set to technical quality as for the main quality source. 
However, technical quality strategy is reliable only where companies are capable to 
develop such technical solutions not easily achievable by competition. Nowadays, 
however, thanks to fast development of techniques and technologies there are more 
companies that can adopt similar solutions in relatively short time. On the other hand, 
strategy of service improvement is a possible option for company differentiation i.e., 
improvement of interactions between customers and sellers becomes a foundation for 
programs to accomplish quality. In that case, dimension of functional quality can greatly 
increase the service value for consumers enabling necessary competitive advantage. 
Combining technical and functional dimensions results in service perception, and 
perception in combination with expectation, influence perception of service quality. 
However, to make a model of service quality complete, it is necessary to include the 
image that can be interpreted as a filter for technical and functional quality. Image can 
significantly impact perception of a service quality in different ways. Thus, in case of a 
good image, consumer will be ready to forgive small mistakes made in service, but if 
mistakes are repeated often an image may be seriously be affected. If an organization has 
a bad image, the effect of some mistake will be greater than usual. 
16 
91 
Having in mind that products of service quality are in interaction between consumers 
and elements in service organization, Leihtinen and Leihtinen's state that a concept of 
three quality dimensions is more acceptable: 1. physical quality representing physical 
aspects of a service; 2. corporative quality expressing the image of a service company, 
and 3. interactive quality resulting from interaction between service staff and a consumer 
and among consumers themselves. In that case, difference between quality linked to the 
process of offering services and quality referring to the service result itself is pointed out. 
Rust and Oliver extend Gronross model by adding the third dimension. Their three 
dimensional model of a service quality involves: service product (technical quality), 
service delivery (functional quality) and service environment. 
Parasuraman, Zeithaml and Berry^^ having researched in four service branches: banking, 
credit card companies, stockbrokers and service companies for home gadgets repairs, 
found that expectations and perception of service quality are affected by the following ten 
dimensions: 
1. reliability 
2. sensibility 
3. competitiveness 
4. accessibility 
5. politeness 
6. communicability 
7. credibility 
8. safety 
9. understanding and consumer commitment and 
10. tangibility 
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Dimensions of Service 
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Source: http://www.sla.org/Presentations 
Figure No: 1.1- Ten Dimensions of Service Quality 
Later development of a model for measuring service quality brought Parasuraman, 
Zeithaml and Berry to a conclusion that awareness solution is more acceptable for above-
mentioned ten dimensions converted into the following five ones: 
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Figure No: 1.2- Five Dimensions of Service Quality 
• Tangibility: Appearance of physical facilities, equipment, personnel, and 
communication materials. 
• Reliability: Ability to perform the promised service dependably and 
accurately. 
• Responsiveness: Willingness to help customers and provide prompt service. 
• Assurance: Knowledge and courtesy of employees and their ability to 
inspire trust and confidence. 
• Empathy: Caring, individualized attention the firm provides its customers. 
Safety and empathy represent in fact seven original quality dimensions: competitiveness, 
accessibility, politeness, communicability, credibility, safety and understanding and 
commitment for consumers. Reducing number of dimensions has not reduced accuracy in 
quality measurement. 
It is obvious that there are different opinions on dimensions of service quality. It would 
be hard to extinguish some of above approaches as the most acceptable in explanation 
and understanding the essence of perceived service quality; however, when speaking on 
quality measurement the Parasuraman's concept of five dimensions is mostly used. 
19 
Chapter 1 Introduction Service Quality 
1.6 Determinants of Quality of Management Education 
In^ ^ order to discuss about the relative quality of Management Education offered by the 
various B-Schools we need to define how the quality of management education will be 
measured. While it is expected that there will be no complete unanimity in this regard, 
some of the determinants of quality of management education can be easily identified. 
They are: 
(a) Academic Environment measured in terms of number of books in the library 
books, journals, audio video aids, computer facilities, CD's etc. 
(b) Intellectual Capital measured in terms of number of faculty, books and paper 
published seminars and conferences attended, etc. 
(c) Physical Infrastructure measured in terms of number of classrooms and 
laboratories, campus and hostel facilities. 
(d) Industry Interface measured in terms of number of management 
development programmes (MDPs) and In-company programmes organised, 
consultancy projects handled, number of industry representatives and 
professionals visiting the institute etc., 
(e) Placement measured in terms of percentage of students recruited through campus 
recruitment, salary offered, etc. 
(f) Stakeholder Satisfaction & Perception measured in terms of faculty satisfaction, 
students satisfaction, recruiter's perception and satisfaction, etc. 
(g) Innovation measured in terms of number of courses modified and updated, new and 
innovative courses introduced etc. 
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1.7 Meaning of Education Quality 
Adams, B. & Coleboume, P. (IQEP)^ "* in their article have examine the quality of 
management education. They state that "The precise meaning of education quality and 
the path to improvement of quality are often left unexplained. Examined within context, 
education quality apparently may refer to inputs (numbers of teachers, amount of teacher 
training, number of textbooks), processes (amount of direct instructional time, extent of 
active learning), outputs (test scores, graduation rates), and outcomes (performance in 
subsequent employment). Additionally, quality education may imply simply the attaining 
of specified targets and objectives. More comprehensive views are also found, and 
interpretation of quality may be based on an institution's or program's reputation, the 
extent to which schooling has influenced change in student knowledge, attitudes, values, 
and behavior, or a complete theory or ideology of acquisition and application of learning. 
As education systems grow and the numbers of stakeholders and clients involved in 
education decisions change, the potential for misunderstanding, disagreement and 
conflict regarding the meaning of quality increases. Full agreement among parents, 
teachers, administrators, and students as to the ingredients of quality, how to measure it, 
and how to initiate and sustain improvement is unlikely". 
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1.8 Education as a Service Sector 
Lewis, B.R. and Mitchell, V. W. (1990)^^ have explained in their article that "the service 
sector of education services come at the core while setting pace for the rest of the sectors. 
Education as a service can be said to be fulfilling the need for learning, and acquiring 
knowledge, by providing an intangible benefit (increment in knowledge aptitude, 
professional expertise, skills etc.) procured with the help of tangible (infrastructure) and 
intangible (faculty) means. This sector is central to development as it empowers people 
and strengthens nations and seemingly is the only way out of abject poverty and 
exploitation. Even^^ in the turbulent years of transition, education institutions are still 
endeavoring to provide work force of high talent for economic and industrial 
development, scholarship and research. This role had been in practice since the early 
civilization of human race as in the ancient times, the countries that were supposed to be 
culturally, socially, and economically developed, used to be guided by their academic 
stalwarts and academic institutions". 
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1.9 Gaps Model Framework 
Quality"' of service has been studied in the area of business management for years because 
the market is more competitive and marketing management has transferred its focus from 
internal performance such as production to external interests such as satisfaction and 
customers' perception of service quality. 
Based on this traditional definition of service quality, Parasuraman, Zeithaml, and Berry 
(1985) developed the "Gap Model" of perceived service quality^^. 
This model has five gaps: 
Gap 1. Consumer expectation - Management perception gap 
Gap 2. Management perception - Service quality specification gap 
Gap 3. Service quality specifications - Service delivery gap 
Gap 4. Service delivery - External communication gap 
Gap 5. Expected service - Experienced service 
Word-of-mouth 
communications 
CUSTOMER 
Personal Needs 
Expected Service 
Gap 5 T 
Perceived Service 
Past Experience 
PROVIDER 
Gap 1 
Service Delivery 
Gap 3 
Service quality 
specifications 
Gap 2 
Management 
perceptions of customer 
expectations 
Gap 4 
- « *• 
External 
communications 
to customers 
Source: http://www.lib.sun.ac.zaysym2004/Presentations 
Figure No: 1.3- Gaps Model Framework 
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Gap 1: Customer expectations of service and management's perspective on these 
Expectations 
Gap 2: Service quality specifications and management's perspective of customer 
Expectations 
Gap 3: Service quality expectations and service delivery 
Gap 4: Service delivery and external communication to customers about that 
Delivery 
Gap 5: Customers expectations of service and perceived service delivery 
> 
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1.10 Model of Service Quality Gaps 
Service quality is a concept that has aroused considerable interest and debate in the research 
literature because of the difficulties in both defining it and measuring it with no overall 
consensus emerging on either (Wisniewski, 2001) . There are a number of different 
"definitions" as to what is meant by service quality. One that is commonly used defines 
service quality as the extent to which a service meets customers' needs or expectations 
(Lewis and Mitchell, 1990)^'; (Dotchin and Oakland, 1994a)^^ (Asubonteng et al., 1996)"; 
(Wisniewski and Donnelly, 1996)^ '^ . Service quality can thus be defined as the difference 
between customer expectations of service and perceived service. If expectations are greater 
than performance, then perceived quality is less than satisfactory and hence customer 
dissatisfaction occurs (Parasuraman et al., 1985; Lewis and Mitchell, 1990)^^ Always there 
exists an important question: why should service quality be measured? Measurement allows 
for comparison before and after changes, for the location of quality related problems and for 
the establishment of clear standards for service delivery. Edvardsen et al. (1994)^^state that, 
in their experience, the starting point in developing quality in services is analysis and 
measurement. 
Model of Service Quality Gaps 
There are seven major gaps in the service quality concept, which are shown in Figure 1. The 
model is an extention of Parasuraman et al. (1985)^^. According to the following explanation 
(ASI Quality Systems, 1992^^; Curry, 1999)^^; (Luk and Layton, 2002)^° the three important 
gaps, which are more associated with the external customers are Gapl, Gap5 and Gap6; since 
they have a direct relationship with customers. 
• Gapl: Customers' expectations versus management perceptions: as a 
result of the lack of a marketing research orientation, inadequate upward 
communication and too many layers of management. 
• Gap2: Management perceptions versus service specifications: as a resuh 
of inadequate commitment to service quality, a perception of unfeasibility, 
inadequate task standardisation and an absence of goal setting. 
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• 
• 
Gap3: Service specifications versus service delivery: as a result of role 
ambiguity and conflict, poor employee-job fit and poor technology-job fit, 
inappropriate supervisory control systems, lack of perceived control and lack 
of teamwork. 
Gap4: Service delivery versus external communication: as a result of inadequate 
horizontal communications and propensity to over-promise. 
Gap5: The discrepancy betv '^een customer expectations and their perceptions 
of the service delivered: as a result of the influences exerted from the customer 
side and the shortfalls (gaps) on the part of the service provider. In this case, 
customer expectations are influenced by the extent of personal needs, word of 
mouth recommendation and past service experiences. 
Gap6: The discrepancy between customer expectations and employees' 
perceptions: as a result of the differences in the understanding of customer 
expectations by front-line service providers. 
Gap7: The discrepancy between employee's perceptions and management 
perceptions: as a result of the differences in the understanding of customer 
expectations between managers and service providers. 
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Figure 1. Model of service qualitv gaps (Para^uranian et al.. 1985: C'liny. 1999; Luk and Laytou. 
2002) 
Figure No: 1.4- Model of Service Quality Gaps 
According to (Brown and Bond 1995^'"the gap model is one of the best received and most 
heuristically valuable contributions to the services literature". The model identifies seven key 
discrepancies or gaps relating to managerial perceptions of service quality, and tasks 
associated with service delivery to customers. The first six gaps (Gap 1, Gap 2, Gap 3, Gap 4, 
Gap 6 and Gap 7) are identified as functions of the way in which service is delivered, 
whereas Gap 5 pertains to the customer and as such is considered to be the true measure of 
service quality. The Gap on which the SERVQUAL methodology has influence is Gap 5. In 
the following, the SERVQUAL approach is demonstrated. 
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SERVQUAL Methodology 
Clearly, from a Best Value perspective the measurement of service quality in the service 
sector should take into account customer expectations of service as well as perceptions of 
service. However, as (Robinson 1999)''^  concludes: "It is apparent that there is little 
consensus of opinion and much disagreement about how to measure service quality". One 
service quality measurement model that has been extensively applied is the SERVQUAL 
model developed by Parasuraman et al. (1985, 1986, 1988, 1991, 1993, 1994; Zeithaml^^/ a/,, 
1990). SERVQUAL as the most often used approach for measuring service quality has been 
to compare customers' expectations before a service encounter and their perceptions of the 
actual service delivered (Gronroos, 1982) '* 
(Lewis and Booms, 1983)''^ (Parasuraman et al, 1985). The SERVQUAL instrument has 
been the predominant method used to measure consumers' perceptions of service quality. It 
46 has five generic dimensions or factors and are stated as follows (van Iwaarden et al, 2003) 
(1) Tangibles: Physical facilities, equipment and appearance of persoimel. 
(2) Reliability: Ability to perform the promised service dependably and accurately. 
(3) Responsiveness: Willingness to help customers and provide prompt service. 
(4) Assurance: (including competence, courtesy, credibility and security). Knowledge 
and courtesy of employees and their ability to inspire trust and 
confidence. 
(5) Empathy: (including access, communication, understanding the customer). Caring 
and individualized attention that the firm provides to its customers. 
In the SERVQUAL instrument, measure the performance across these five dimensions, both 
customer expectations and perceptions (Gabbie and O'neill, 1996). It is important to note that 
without adequate information on both the quality of services expected and perceptions of 
services received then feedback from customer surveys can be highly misleading from both a 
policy and an operational perspective. In the following, the application of SERVQUAL 
approach is more specified with an example in a catering company. 
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1.11 Growth and Future of Management Education in India 
India"*^  is at the threshold of the 21st century. The downfall of the U. S. S. R. and the 
success story of Glashost and Perestroika is the main feature of the second half of the 
20th century. Winds of change are blowing all over the world and India is no exception to 
these sea changes. The transformations from regulation to liberalization, from protection 
to globalization, from planned economy to market-oriented economy demand a new 
approach to deal with all types of problems. 
At the time of independence, Indian economy was developing and hence we required 
bureaucratic management skills. However 50 years after independence, the Indian 
economy has become more mature and hence we require entrepreneurial management 
skills. Our management schools have failed to meet this challenge. Therefore there is a 
need to revamp our management education. 
Growth of Management Education 
In 1950, the Department of Commerce of the Andhra University Started the first M.B.A. 
programme in India. In 1963, Indian Institute of Management, Ahemedabad was set up in 
collaboration with the Harward Business School. The 1950s and 1960s witnessed the 
growth of commerce education and 1970 and 1980s witnessed the growth of 
Management Education in India. 
There has been a tremendous growth of management institutes in our society. Every year 
about 14,000 students pass out of management schools. Keeping in mind the demand, the 
supply is very meager. 
Management courses have become 'Professional one' rather than 'Academic Courses'. 
There is an urgent need to restructure management education to meet new challenges of 
21 Century. 
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Glimpses of 21st Century- Think Globally 
Alvin Toffler in his famous book 'Future Shock' Says " To help avert future shock, we 
must create a super industrial education system and to do this, we must search for our 
objective methods in the future rather than the past... Education must shift into future 
tense." 
American thinkers, Alvin Toffler and Peter Drucker have predicted the following changes 
in the socio- economic life. 
> The Society of 21st Century would be the 'non- socialist and post -capitalist' 
society. 
> Manufacturing sector would lose its importance and service sector will make 
significant contribution in national income. There would be 'service revolution' in 
the world. 
> Knowledge and Information rather than 'capital' would be the main source of 
economic development. Hence there would be knowledge workers, knowledge 
society, knowledge executives etc. 
> Due to the information technology revolution, future business offices would be 
'paper -less' . And gradually business world would move towards ' office 
elimination'. 
> Future business organizations would be flat, networking and ad-hoc. The 
organization would be virtual and learning organization. 
> The task of Personnel Manager would be more challenging as well as more 
difficult because management will have do deal with knowledge workers. HRD, 
rather than HRM, would be the main activity of future managers. 
> Factory system of mass production would totally change. Japan has already 
invented the new approach to manufacturing, ie. electronic cottages and lean 
production. Production would be of non -identical goods. The production system 
will go beyond mass production and the world over, the corporate sector would 
face the problem of identity crises. 
> Because of the information boom and communication revolution, there would be 
the direct contact between consumer £ind producer and hence the existing chain 
of distribution will disappear. Sky Marketing, Internet Marketing, Market 
Ownership, Solution marketing. Delighted customers etc. would be the new 
concept of future marketing management. 
> Toffler has predicated that the world would be back into small isolated complete 
self sufficient blocks. 
> Future Careers would be: 
• 
Information intensive 
Highly mobile across the world 
Highly rewarding 
And on a fast tract 
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Future Management Education 
keeping in mind this future scenario, re-engineering of management education must be 
done. Our future global manger would require the following new skills: 
> Information Management Skill 
> Information Technology Management Skill 
> Decision- making in very dynamic envirorraient. 
> H.R.D Skill 
> Innovation/ Creatability 
> Service Sector Management Skills 
> Time Management Skills 
> Stress Management Skills 
> Environment Management Skills 
> Intrapreneurship 
> Customers Services Management Skills 
> Entrepreneurship 
Management schools will have to develop these skills among students :-
> Management Institutes will have to introduce new Service Sector Management 
Courses, like Travel and Tourism Management, Hospital Management, 
Construction Management, Hotel Management, Consultancy Management, NGO 
Management, Advertising Management, Banking and Insurance Services 
Management, Farm Management etc., 
> Needless to say, courses should be need based and syllabi should be changed 
periodically 
> Lack of specialization is one to the problems of our MBA programme. MBA 
student must have specialization at least in one discipline. 
> Management is a performing art. Thus efforts must be made to imbibe work 
related values. 
> Mangement education must be made 'Mass Education' rather than the 'Class 
Education' and that too, without compromising on quality. 
Henceforth, management institutes endeavor must be to develop global manager of 
proper knowledge, attitude, skill, insight and foresight to meet the challenges of 21st 
century 
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Chapter 2 Management Education 
2.1 Value of Management Education 
Why do the best youth study management? There is a huge demand for managers not 
only in business enterprises but also in non-profit and non-governmental organizations. 
But it is questionable as to whether the demand is for what they have been taught. 
Prospective employers benefit from the fact that these young people have the semantics 
of business. The content is not as important. The learning from daily interactions with 
other bright young people, not faculty or the courses taught is the student's most valuable 
gain. Employers do not get ready-made managers because they have studied management 
for two years. Employers have to spend years in training them to become useful. But 
many of the institutions attract good students and that saves the employers the time and 
money they would otherwise have spent in searching. It is not surprising that there is a 
trend everywhere in the world including India for employers to seek out other good 
postgraduate students (in commerce, economics, social work, engineering, etc) instead of 
recruiting only MBAs (or equivalents), as they have tended to do for thirty years. 
India needs a huge reservoir each year of people who are trained for business and for 
management. At one time India had the best Commerce courses. The undergraduate 
programme gave excellent grounding in business. The postgraduate courses offered 
specialization in areas like railways, transport, banking, etc. Postgraduate management 
education and the creation of Bachelor in Business Administration (BBA) courses have 
devalued commerce education. It is still not too late to resuscitate commerce education 
and use management education only for people with work experience and only in 
postgraduate courses. Many other postgraduate courses develop good understanding of 
the society and economy along with excellent analytical skills. Students who have 
undergone that training might also be highly suitable for managerial positions after as 
much induction training as is given to a MBA (or equivalent). 
Here's^ little doubt that the practice of business has contributed enormously throughout 
history to our quality of life and well being. Successful business enterprises have led the 
way in creating economic development and irmovation, technology, and prosperity. 
Business and management have been taught in institutions of higher education since prior 
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to the turn of the 20th century. Our field has witnessed explosive growth and the MBA is 
now the most sought-after advanced degree in the world. The benefits of management 
education are measurable and impressive and are evidenced by concrete examples. 
Clearly, there is strong value in management education because of its demonstrated 
impact within a very short span of history on society, individuals, and organizations. 
International's Committee on Issues in Management Education (CIME) appointed a task 
force to study the issue. 
This report is the first of a series of materials that will help to define and communicate 
the value of management education to a broad constituency and its impact. 
The Value Proposition for Management Education 
Over the course of the last hundred years, business has transformed the world. It has been 
a driving force in shaping society and the catalyst behind extraordinary economic growth 
and opportunity. Effective man agreement of business has spurred the creation of jobs, 
the generation of wealth, and access to opportunity for an increasingly diverse 
population. Management education has produced leaders capable of creating effective 
organizations that are the core of these profound, global achievements. Successful 
students of management education acquire the knowledge and skills that enhance and 
enrich their lives and enable them to make meaningfiil contributions to their 
organizations. In turn, organizations that are successful in meeting their goals and 
fulfilling their purposes become enormous assets to societies, fostering greater 
productivity and a more desirable quality of life. 
The value of management education to individuals, organizations, and society is almost 
incalculable. A Report from an AACSB (The Association to Advance Collegiate Schools 
of Business is a not-for-profit corporation of educational institutions, corporations, and 
other organizations devoted to the promotion and improvement of higher education in 
business administration and management. Founded in 1916, AACSB International 
established the first set of accreditation standards for business schools in 1919. Through 
nearly eight decades, it has been the world leader in establishing and maintaining 
business school accreditation standards). 
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Individuals who pursue management education are typically passionate about the 
opportunity to "make things happen." They are convinced that their participation in 
management will create lifelong rewards including: 
• Development of a portfolio of personal skills that will strengthen their abilities to 
communicate, solve problems, make decisions, and lead organizations. 
• Professional competence within an individual management discipline, the capacity for 
integrating and applying knowledge from other disciplines, and a strategic perspective 
on the management of organizations. 
• Adaptability that comes from the acquisition of knowledge and skills that readily 
transfer to different work environments and to other dimensions of productive lives. 
• Creation of personal wealth, self-sufficiency, and a sense of well-being. 
• Ability to assist others through philanthropic donations of the personal wealth created 
by successful enterprise. 
To achieve these outcomes, students rely on their management education in three distinct 
areas: 
Management education provides graduates with a portfolio of competencies that 
facilitates meaningful contributions to organizations engaged in a variety of enterprises 
and pursuits. If management education graduates are to contribute meaningfully to 
organizations, they must be equipped with specific knowledge, skills, and abilities that 
are honed through a comprehensive set of management education experiences. In 
addition to mastering technical skills, students must acquire knowledge of ethics, social 
responsibility, law, and public policy, along with skill development in communication, 
leadership, and critical thinking. The success of management education in providing 
graduates with these critical competencies is evident in their career success. 
For example, a study of alumni from 30 highly rated business schools showed that ten 
years after graduation, nearly one-third of those surveyed were in one of the top three 
positions at their organizations. 
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The breadth and depth of management education develops students capable of 
contributing to organizations with diverse missions and goals. A review of the careers of 
alumni from any quality management education program will find alumni making 
significant contributions to business, government, and not-for-profit organizations. 
Management education produces well-rounded graduates who can help to strengthen the 
cormection between business and society. 
Management education is an extraordinary model of a liberal education. It is steeped in 
intellectual traditions drawn from theories and concepts representing a wide range of 
social sciences including economics, sociology, psychology, mathematics, and statistics. 
The disciplines of organizational behavior, business strategy, and finance, for example, 
each trace their intellectual roots to these social sciences. Students with knowledge and 
understanding in these fields can draw from their core education in liberal arts and 
sciences and their subsequent management education experience to develop a broad base 
for approaching future challenges. A liberal arts foundation also helps students 
understand the extraordinary role of business in ensuring the efficient and effective use of 
global resources. Management education emphasizes 
2.1.a. Value to Individuals 
Ten years after graduation, nearly one-third of those surveyed were in one of the top three 
positions at their organizations.The need for organizations to draw on resources in ways 
that balance the needs of individuals, economics, and society. In fact, one highly regarded 
management lesson holds that simply maximizing revenue or return to a single unit is 
seldom appropriate or effective in the long run. Rather, optimizing for the good of the 
whole should prevail. Identifying the best tradeoffs that result in this delicate balance "for 
the whole" is difficult. At its best, management education prepares individuals to analyze 
and answer these complex challenges. 
Management education introduces students to a broader perspective of the role of 
individuals and business within society. Although media usually focuses on the examples 
of an irresponsible few, management leaders, by and large, fully understand the role of 
business in strengthening communities and the world. Awareness of that role can be seen 
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every day. In a recent example, CEOs and others, working through their corporations, 
contributed more than 100 million dollars to the tsunami relief effort. 
At the individual level, one study found three of four management education alumni 
made philanthropic contributions during the most recent two years, with an average 
contribution of more than $7,300. 
Management education provides significant life-long economic benefit to graduates. 
Management education's contribution to the economic well being of graduates is a 
dynamic success story. A recent report on the economic value of management education 
conducted by the Australian Business Deans Council concluded that the average business 
undergraduate degree generates an economic benefit of $498,794 per graduate as 
compared to $183,513 for the average undergraduate degree. The benefit for a graduate 
degree recipient was $659,726 as compared to that of the average graduate degree 
recipient with a value of $254,085. 
With more than 200,000 diplomas awarded annually, the MBA is the world's most 
popular graduate degree, and the economic benefit of achieving this graduate level 
management education is clear. A recent study linked four specific benefits to an MBA: 
higher starting salary, greater compensation growth, more stable longterm employment, 
and a higher likelihood of participating in the workforce. The authors use three measures 
to show that the average MBA degree is an extraordinary investment. 
In 2001, for example, the lifetime earning power of the "average" MBA was about 
$550,000 greater than the average college graduate. 
A second study considered compensation for MBAs over a ten-year period, 1992-2002, 
in the U.S. The average compensation for each MBA grew from $56,000 after 
completing their degrees to $387,600 after ten years. Although the $387,600 includes 
bonuses and other compensation, buoyed partly by windfalls earned in banking and 
finance, the MBA premium is clear, especially when compared to the $43,400 average 
salary for those with a non-management college degree. 
39 
Chapter 2 Management Education 
Management innovation through education and research has been integrally connected to 
private sector organizations since 1881, when one businessman's interest triggered the 
emergence of all business schools. Joseph Wharton, proprietor of American Nickel 
Works, asked University of Pennsylvania trustees to develop the world's first school of 
business. Since that time, business owners and managers have continued to engage 
management educators on many levels to achieve results that benefit business practice 
and the greater economy. 
Management education directly influences the effectiveness of organizations in ways 
beyond the critical role graduates play by leading and participating in organizations. The 
impact of management education and the practice of effective management is clearly seen 
in: 
• Research that advances organizational effectiveness and efficiency and generates 
new ideas, theories, and knowledge. 
• Commercialization and effective application of new technologies. 
• Production of goods and services that enhance the quality of life. 
• Facilitation of innovation. 
2.1.b. Value to Organizations 
While more research is needed to establish precise measures of the impact of 
management education on organizations, its existence is clear. Business school graduates 
not only help their organizations to reach their goals; management education also serves 
as a collective catalyst for innovation and continuous improvement. 
Management education produces cutting edge ideas and theories that help to advance 
organizational efficiency and effectiveness. 
Management education leads to the creation of knowledge essential to the success of 21st 
century organizations. Research in finance, accounting, and marketing, for example, has 
enhanced organizational success in a number of areas. The knowledge produced by 
management education has taken on new dimensions, adding diverse areas of inquiry 
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such as derivative pricing, supply chain management, portfolio theory, decision making, 
and quantitative methods. Research initiatives often entail testing new management 
techniques to validate, disprove, or measure their effectiveness. 
Although clearly not in the same league as finding the cure for cancer, management 
initiatives such as improving inventory control or portfolio hedging can ultimately lead to 
greater productivity and, in turn, to better jobs, income levels, and quality of life. 
Management education and research contribute directly to and even drive business 
productivity and strengthens organizations directly at virtually every level. 
Management education leads to the creation of knowledge essential to the success of 21st 
century organizations. 
Management education provides a fertile environment for the development and 
incubation of new ideas. Beyond the contributions achieved through research, 
management education has developed programs to facilitate entrepreneurial ventures and 
"incubator" programs for new business ideas and technologies. Incubator programs bring 
together potential entrepreneurs and a team of management educators and students with 
the goal of moving promising products and services all the way from concept to market. 
Many universities co-locate technology incubators with management education activities 
or have faculty directly involved in university and community incubator programs. This 
direct involvement facilitates the process of connecting management expertise to 
organizations and boosts the co-creation and transfer of new ideas to the marketplace. 
The U.S. Small Business Administration recognizes that management education provides 
a rich environment for irmovation. Small Business Development Centers (SBDC) are 
frequently co-located with venues of management education and utilize that environment 
to provide management assistance to current and prospective small business owners in 
cooperation with the private sector and federal, state, and local governments. The impact 
of SBDCs on the communities they serve is significant. Research shows that 
organizations that receive SBDC services grow faster and have lower failure rates. 
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The total public-sector revenue returned in the first year on each $1 invested in the SBDC 
was $3.06. 
2.I.C. Other Value Created By Management 
Education in developing the knowledge of business and the supportive environment to 
help these new organizations is incalculable. Symbiotic relationship exists between 
business and society. Society depends on business for wealth creation, which leads to 
improved quality of life, while business depends on society for an environment wherein 
it can meet its obligation to create that wealth. 
Management Education Contributes To Society Through: 
• Creation of organizations that enable richer lives for participants. 
• Supply of essential products and services. 
• Creation of wealth and economic development opportunities. 
• Creation of jobs. 
Management education contributes directly to society by facilitating economic 
development and service. One of the special characteristics of humans is their ability to 
develop complex, purposefiil organizations that enhance quality of life. 
Management education develops that characteristic and produces leaders capable of 
creating organizations that provide significant value to society. Such organizations create 
electricity, scientific instruments, transportation, food, cures for diseases, education, retail 
goods, entertainment, and almost everything else that enables civilization beyond a tribal 
level. 
Management education unquestionably prepares people to participate meaningfully in 
these organizations and gives them the tools to enhance their effectiveness. 
In addition to individual and organizational contributions, management education makes 
other contributions to society contributions that have a significant impact on 
communities. 
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Management education has revitalized and bolstered economic development in 
communities by involving students, faculty, and other resources in resolving real-world 
problems. It is this form of societal development that best exemplifies the connection 
between management education, management research, and society. For example, 
Michael Porter of Harvard Business School has conducted research on business 
opportunities of the irmer city; and his activity has led to a nonprofit organization, the 
Initiative for a Competitive Inner City. Professor Porter's premise is that "No matter what 
amount of social intervention we engage in, whatever kind of philanthropy or charity 
there is, communities can't possibly be healthy unless the economy works." 
Management education produces individuals and research that fuel the economic growth 
of communities. As part of their business school experience, many students also work 
directly with individuals to implement local business projects. These projects often have 
significant societal benefit, especially since student collaboration and involvement extend 
to communities in many different parts of the world. Such projects are incredibly diverse. 
Helping to establish programs like daycare or eldercare centers that enable others to join 
the workforce is only one example. Through such initiatives, management education not 
only provides an educationally rewarding outlet for students but also endows and 
enriches conmiunities. The management education experience creates leaders capable of 
inspiring greater benefit from the work of individuals and of developing organizations 
that are more effective at fulfilling their purposes. As a result, societies can achieve 
greater productivity and support human needs at a higher level. In a recent survey of 
nearly 1,500 MBA alumni, it was found that those alumni created almost 100,000 jobs. 
Management education facilitates access to opportunity and wealth creation to an 
increasingly diverse population. Over the course of the last hundred years, business has 
been a driving force in shaping society and a catalyst behind extraordinary economic 
growth and opportunity. Effective business management has spurred the creation of jobs, 
the generation of wealth, and the education of the masses. It has dismantled the idea that 
success comes only to those bom into a certain class and facilitates the process of 
egalitarian wealth distribution by providing the tools of wealth creation to all. 
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AACSB International members are required to demonstrate a commitment to the 
diversity of their students, thereby providing greater opportunity for all, including 
traditionally economically disadvantaged groups. This increase in diversity not only 
enhances the learning environment but also ensures opportunity for a wider group of 
participants. In a recent survey of nearly 1,500 MBA alumni, it was found that those 
alumni created almost 100,000 jobs. 
Management education provides the leadership and vision that continue to elevate 
individuals, organizations, and societies. Learning "the business of business" is clearly 
regarded around the world as a worthy and constructive endeavor, and this value 
continues to escalate. 
The mission of AACSB International is to advance management education around the 
globe, and it is appropriate that our organization continue to work with members in 
articulating and expanding the value of management education. Not only must the 
management education community fully understand and harness these convictions, but 
we must ensure that value is understood and communicated to the constituencies served 
by all our stakeholders. 
To advance these goals, the Value Proposition Task Force of the Board of Directors 
recommends: 
• Soliciting evidence and research that support the value propositions. Empirical 
research initiatives that articulate, measure, and assess the value of management 
education must be undertaken. Gathering and sharing ways that business schools 
believe they contribute value may also be a direct and helpful strategy. 
• Encouraging and assisting deans and faculty to be proactive in spreading the 
"value proposition of management education" in their localities and regions. 
AACSB staff may want to provide member schools with resources and 
promotional materials such as templates for written pieces and presentation 
outlines. 
• Creating new forums and leveraging existing venues for discussion of the 
outcomes and returns of a management education. AACSB conferences and other 
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professional meetings offer venues for discussion of research on the value 
propositions. 
Alternative forums could involve faculty who are committed to the value of a 
management education and who are equipped to conduct and discuss the relevant 
research. Increased involvement of corporate members in discussing outcomes of value to 
those constituents could facilitate a stronger connection with corporate partners. 
Management education transcends continents, races, languages, and traditions. The 
practice of management is a clarion for individuals who want to make an essential 
contribution to what may be the most impelling force for growth and greatness in our 
society. Enabling that commitment is a worthy purpose. 
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2.2 Management Education: The Global Scenario 
Global competition is changing the relationship between management education and 
business. The efforts for building leadership pipelines in organizations have intensified in 
the last five to six years. Continuous changes in both technology and economic systems, 
along with the speed of change, require executives to be engaged in a constant learning 
process. Management education has become a major profession that attracts considerable 
attention across the world. 
There is little doubt that business education is big business across the world. US is the 
largest market. About 900 American Universities offered masters in business. Since the 
market is lucrative and entry costs are relatively low, there is continuous growth and new 
entry. As competition is increasing the reputed schools are globalizing and branding their 
products. Over the past 50 years, business schools have created some unique characteristics 
in their value chain that have moulded their strategies over time. The sources of value 
creation are branding and niche creation. At the same time corporations are intensifying 
their efforts for management development. The number of corporate universities is on the 
increase. 
The first management education program started at MIT in 1931. The second was at 
Harvard, dating back to 1943. The first review of business education that has been reported 
in the public domain was from University of Peimsylvania in 1931. This report stated that 
schools of business should establish a genuine discipline to be credible. Carnegie 
Foundation brought out a report on management education in 1959. This report stated that 
schools of business have changed very little since the 1931. They have failed to identify 
and establish a genuine discipline characterized by its own body of subject matter, its own 
theoretical problems, its own research and its own methodologies. It raised key questions 
concerning the role of the management department among the traditional groupings in 
schools of business. As a way out, it suggested that sub-disciplines should grow, leading to 
specialization. Management faculties should not cling too closely to the historical traditions 
of the scientific management movement. A three point agenda for improving management 
education was proposed by and is given as follows: 
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• Management departments and their faculties must redefine their own academic 
image. 
• After formulating their most important objectives, management departments 
must cast off the shackles of an undistinguished past. 
• Management departments must increasingly orient themselves toward 
genuinely scientific research, unlike in the past. 
It goes on to state that, more than anything else, management departments need a solid 
research orientation. Subsequent to this debate, there was another attempt to review 
management education. These debates induced many to study the impact of management 
education. An MIT study showed that significant attitude changes had taken place in 
students after management education. Another major study, on the impact of management 
education, attempted to move one step closer to empirical validation of management 
education. It concluded that self development was dependent on individuality rather than 
on specialized formal education. It came to the conclusion that a college degree is a self 
validating criterion for success. The major consequence of these series of debates was that 
the professional accrediting association for business and management education, the 
American Assembly of Collegiate Schools of Business looked into the concerns. Not 
surprisingly management education showed continuous improvement and grew rapidly. 
Japanese domination in the global economy led much heart searching as to the relevance of 
current management education. In the light of the erosion of American business 
dominance, the quality of management education came under the microscope. In the 1980s, 
American higher education of business has been accused of training highly specialized 
managers with short term technical and monetary goal orientations for the nation's 
traditional organizations. American Managers were seen as ill-equipped to develop 
appropriate policies and creative consensus-based organizations necessary to actualize the 
full potential of their employees. There was a proliferation of low quality Master of 
Business Administration Programmes. This triggered a second wave of introspection on 
management education. Four major weaknesses that the Carnegie Foundation Study of 
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1959 reported continue to operate as a drag on management education. These are 
essentially related to financial and academic dimensions: 
• A central cause of poor academic standards was that there were far too many 
Faculty members who were not academically qualified, and there were an in 
appropriate number of part-time faculties. 
• Business education lacked a clear sense of mission and goals. 
• A disproportionate number of business administration students had modest or 
poor admission records. 
• The academic standards of business administration schools were generally low. 
Another set of studies appeared from 1982 onwards, highlighted the imbalance between a 
specialized education and a liberal education which was a handicap for the development of 
a large and significant segment of the nation's business talent. It appeared that the forces 
perpetuating this imbalance towards highly specialized and applied business education 
were formidable and resistant to change. The roadmap that emerged for improving the 
quality of management education suggested that an ongoing dialogue between university 
educators and leading managers from all sectors concerning the contemporary and future 
needs of American managers would provide a necessary first step to overcome both the 
attitudinal and institutional inertia that perpetuates the technical specialization imbalance 
and other educational problems previously addressed. It suggested that it would be highly 
productive to combine the talents and considerable resources of a select group of America's 
business, government and educational states of people who were well aware of the need for 
change in management education, in an ongoing series of symposia that addressed the 
above and other related problems predicted that, if business schools fail to adapt, their 
functions would be increasingly carried out by Corporations. A number of corporate 
universities has subsequently come up. 
The next major efforts for improving management education originated from UK: the 
Handy Report and Constable and McCormick Report. Both these were based on extensive 
baseline surveys. These identified that providing staff of sufficiently high quality to 
support a significant expansion of management development activities is a major difficulty 
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across all supply sectors. Implementing appropriate measures to overcome this problem is 
one of the most critical factors in improving both the quantity and quality of future supply 
of executives. As the lead time involved in recruiting and training new staff is long, this 
issue must be tackled with the greatest urgency. These reports emphasized that training is a 
strategic weapon, while learning needs to be linked to organizational and individual goals. 
The second report brought out by the Ashridge Group considered the issue of 
"Management for the Future", and emphasized three aspects: 
• Organizations should promote learning as a cherished organizational value 
and must seek to link training and development to business strategy and plans. 
• If the business schools and other providers of management education are to 
help their clients develop learning cultures, they will need to develop new 
skills and services that will enable them to contribute more effectively to 
clients' real business needs. 
• One of the major elements that helped the professionalization of management 
education in US and UK has been the accreditation process. In response to 
criticisms leveled at college business education and programmatic 
accreditation, and the threat of competition from the ACBSP, AACSB 
introduced revised business accreditation standards in 1991. AACSB linked 
the new accreditation evaluation process for a school to its mission statement. 
The general consensus was that the new standards would increase the number 
of accredited schools by making it easier for business schools to achieve 
accreditation. The standards required all programmes of a particular level to 
demonstrate comparable minimum levels of excellence in teaching, research 
and service. Though accreditation as a process was well received, AACSB 
faced a potential dilemma. If it continued its pace of accrediting MBA 
programmes, within 10 years two out of three programmes would be 
accredited. It has been shown that Doctoral granting institutions with students 
primarily in master's programmes comprise a dwindling percentage of those 
accredited, with the public typically judging the quality of these top tier 
schools by their admission selectivity, grants availability and faculty research. 
49 
Chapter 2 Management Education 
The new process was also criticized by many. Under the new AACSB 
standards, business schools may designate teaching as their primary mission, 
making teaching effectiveness rather than research productivity as their goal. 
Accreditation has enhanced the variety as well as standards. Re-accreditation processes 
make sure that the business schools are dynamic. The main learning from the accreditation 
process is that linking mission of the business schools with performance has been a good 
practice. Various levels of programmes should use different yardsticks such as: teaching 
effectiveness, research productivity, client relationship and novelty of programmes. 
Accreditation has made business schools measure learning skills and this had led to 
continuous improvement. Research productivity has to be an essential element of 
accreditation as it will induce faculty to learn and evolve. One of the criticisms of 
accreditation process is that schools with client relationship and otherwise are not 
differentiated. It became evident that broad-basing accreditation, and creating levels 
within, may be the best mechanism for improvement. 
Global competition, emergence of consulting business and Internet based transactions are 
changing the product offerings in management education. The trends of evolution of 
management education indicate that knowledge creation is becoming more students based. 
This will usher in a variety of changes, including, paradoxically, a trend towards closer 
interaction among industry, students and faculty. E-leaming and computer based learning 
packages are making inroads slowly. A recent study has concluded that although the 
creation of knowledge will always be an important mission for business schools, other 
organizations are developing more formal management programmes and creating 
knowledge; this may cause a shift in strategy as schools become more focused on gathering 
and sharing, rather than on creating knowledge. It is important to recognize that knowledge 
creation is taking place not only in ivory towers, but also in corporate boardrooms. 
Computer based tools and technologies are being used for themes where content is crucial. 
On the other hand, themes that are rich in tacit knowledge such as leadership, 
entrepreneurship and multicultural sensitivity experiential contexts are being generated for 
bringing teaching closer to real life. Thus, business schools are focusing more on gathering 
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and sharing new knowledge. Many niche organizations and global consulting firms are 
increasingly becoming the source of management knowledge creation. It is clear that 
management education will emerge as one of the main foci of higher learning, as service 
economy takes precedence over other segments. Three roles are getting differentiated, viz., 
management knowledge creation, knowledge gathering and knowledge sharing. This will 
change the face of management education further. A recent study on management 
education has shown that there will be a fundamental shift in business school product 
offerings away from traditional MBA programmes to more part-time programmes and 
education within corporations and in people's homes. 
On the whole, business schools are bringing together various bundles of experiences, 
situations and contexts including cultural sensitivities to bring management education 
closer to the practice of management. 
The challenge is to ensure high quality management education that could financially 
sustain itself, but at the same time capable of generating a pool of leaders who could 
emerge as the real global business leaders. As Asian economies are growing faster than the 
others, there is a need to take charge of the situation if we have to emerge as leaders in 
Asian business. As manufacturing, research and services are getting relocated, executives 
need to develop a global outlook and business schools have to reorient rapidly to meet this 
global business challenge. 
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2.3 Growth of Higher Education in India 
The"* theme of higher knowledge and higher education was fashioned in India by the 
ancient Rishis and sages in the Vedic Age, the date of which is uncertain but is supposed 
to be traceable to great antiquity. The early Gurukul system of education flourished in the 
Vedic and Upanishadic periods, but a huge University came to be set up at Takshashila in 
the 6th Century B.C. Two other universities, namely, Nalanda and Vikramsila were 
established in the 4th and 5th centuries A.D., respectively. 
India has had a long tradition of inquiry and articulation of concepts of universe, self, role 
of state, economy, social order and other related matters. The methodologies adopted 
were subjective and objective and included observation, conceptualisation, verification, 
articulation and teaching. 
As a result, India had gone further in science than any other country before the modem 
era specially in mathematics, astronomy and chemistry, metallurgy and physics. Indian 
scientists discovered and formulated and anticipated by force of reasoning or experiment 
some of the scientific ideas and discoveries which Europe arrived at much later. Ancient 
India was well equipped in surgery and its system of medicine survives to this day. A 
vast literature is also available on "Vriksha Ayurveda" (Herbal Medicine). In literature, in 
philosophy and in systems of yogic knowledge not only ancient India but medieval and 
modem India reached highest levels of achievement. The higher education system 
flourished in ancient India well; and it continued to influence developments during its 
subsequent ages, in spite of diverse forms that developed under the impact of changes in 
religion, and in social, economic and political life. 
Beginnings of Modern Higher Education 
The modem higher education system is only 140 years old, when the first three 
universities were set up in 1857 under the British Rule. Policy guidelines given by 
Macaulay and Wood's Despatch (1854) shaped the scope and the role of universities in 
India. To begin with, colleges set up in India were affiliated to British universities. In 
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1857, for the first time, universities were set up in India. Existing colleges got affiliated 
to these universities. 
The period 1857 to 1947 was the period of slow development of institutions of higher 
education in India. They were set up mostly in administrative headquarters and port 
towns. They provided education in literature, history, philosophy, political science, social 
science and natural sciences. The thrust of development was mainly on liberal arts 
education. Science education occupied a very small proportion. The rate of development 
was slow as in a period of 90 years only 18 universities were set up in the country. Most 
of these followed the model of the three leading universities at Bombay, Calcutta and 
Madras. Along with liberal arts, some engineering and medical colleges were also set up. 
Most of the colleges imparted education as formulated by the universities. The 
universities also acted as examining and degree granting bodies. The initiative in the 
hands of college teachers in terms of curriculum development was, therefore, very much 
limited. 
The guiding principles of colonial rulers were slightly modified by Indian scholars who 
desired to blend Indian culture with western thought. They felt this would make Indians 
appreciate knowledge both from Indian as well as from the British point of view. These 
two philosophical approaches simultaneously operated during the colonial period. 
But the development that followed was greatly influenced by Macaulay's Minutes, which 
had crippling effects, and even till today those effects continue to obstruct the process of 
major reforms that are now felt to be urgent and imperative. 
During this colonial period, particularly after 1906, the desire for a national system of 
education and need for imparting knowledge of India's philosophy, art and literature also 
gained momentum. Some of the leading persons attempted to establish indigenous 
educational institutions with the support of the community. A National College was set 
up by nationalist leaders in 1906 at Calcutta under the principalship of Sri Aurobindo, 
and some other institutions too came to be established, such as Viswa Bharati by the great 
poet Rabindra Nath Tagore. 
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Development after Independence 
After independence, India adopted the approach of planned development of the country. 
The First Five Year Plan focused on agriculture, the Second Five Year Plan on industry 
and the Third Five Year Plan again attempted to focus on agriculture and agro-based 
industry for the development of the country. This approach for development called for 
development of the education system in the subsequent Five Year Plans, to meet the 
challenges of development and the needs of agriculture, industry and society in general. 
At Independence in 1947, India inherited a system of higher education which was not 
only small but also characterized by the persistence of large intra/inter-regional 
imbalances. Determined efforts were made to build a network of universities, and their 
affiliated colleges which provided tremendous outreach to a country of vast diversities in 
language as also in the prevailing standards of education at the lower levels. The feeder 
schools differentially impacted on the higher education system leading to significant 
qualitative imbalances within it. 
When India became independent, it had only 20 universities and 500 colleges located in 
different parts of the country. It enrolled around a hundred thousand students in higher 
education. Participation of women was limited and those who graduated annually were 
no more than a couple of dozens or so. The policies and aspirations of people influenced 
the development in the following decades. 
In the post-independence period, higher education has expanded fast, and it is mostly 
public in nature. Today, India ranks very high in terms of the size of the network of 
higher education institutions, with 6.75 million students enrolled. The teaching force 
numbers about 321,000. Student enrolment increased from 263,000 to 6,755,000 by 
1996-97. It grew at an estimated rate of 7 per cent between 1987 and 1993 but has now 
declined to 5.5 per cent compound rate of growth, with 14 states (out of 23 States and 1 
Union Territory in India which have Universities) having a lower rate. In spite of this 
phenomenal growth, the total enrolment, however, forms only about six percent of the 
relevant age-group (17-23) population. 
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The number of students per 100,000 population has increased significantly since 
independence. It was only 48 per 100,000 in 1951 increasing to 613 per 100,000 in 1997. 
India's higher education system compares favourably with the other countries of South 
Asia and Africa in its enrolment, while our South East Asian neighbours show much 
higher enrolment such as in the Philippines (27.8%), Thailand (19.0%), and Malaysia 
(10.1%). Hence, in spite of the rapid expansion of the system in 50 years, access to higher 
education still remains an issue as the pressure of India's very youthful population 
continues to bear on it. 
With this scientific and technical manpower India has the potential to become the largest 
reservoir in the world. Compared to the situation that the country inherited from the 
colonial rulers about half a century ago, these numbers mark a phenomenal expansion of 
the system. 
Table No: 2.1 -Growth in Higher Education in India 
Institutions 
Universities 
Colleges 
Enrolment('OOOs) 
Teachers('OOOs) 
1950-51 
30 
750 
263 
24.0 
1990-91 
117 
7346 
4925 
272.7 
1996-97 
1214 
^9703 
6755 
321 
Note: *includes institutions deemed to be universities, but excludes otlier institutions. 
Source: UGC Annual Report 1996-97 (New Delhi: University Grants Commission): and Selected 
Educational Statistics (New Delhi: Ministry of Human Resources Development) (relevant years). 
The number of women's colleges has recorded a substantial increase from 780 colleges in 
1986-87 reaching a figure of 1195 in 1996-97. Of the total enrolment, women's 
enrolment accounts for 34 per cent. 
There is a system of National Level Eligibility Test for appointment as teachers in the 
system. Some States also conduct State Level Tests for appointment of teachers in their 
States. Positions of Professors and Readers in the Universities are filled through open 
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selection. Under the Career Advancement Scheme, teachers are also promoted to higher 
positions up to Professors in the Universities and up to Readers in the Colleges. Out of 
the total number of teachers in higher education, Professors and Readers account for 12.8 
and 26.2 per cent respectively, in the University Departments and University Colleges. In 
the Affiliated Colleges there are 13.9 per cent Senior Teachers and 81.7 per cent 
Lecturers. There were 21 students for one teacher in 1996-97 as compared to 12 students 
per teacher in 1965-66. 
As a system expands, it absorbs a population of students who come from a wide spectrum 
of socio-economic groups. The "massification of education" has occurred in India at the 
lower levels of education which feed into higher education. The quality of that education 
impacts on higher education. Inevitably, therefore, the higher education system has had to 
cope with the problems of a very diversified student body from first generation learners 
to those from professional and higher income families whose children are exposed to 
many other opportunities besides education. The first generation learners have mostly 
attended the publicly funded schools with far poorer preparation than the latter who 
patronise the private institutions. Increasing access and decrease in quality have been 
major issues confronting higher education with a very large young population and 
increasing strain in government resources. 
Education can have a great role to play in decreasing social disparities between groups 
and in promoting social mobility. For instance, the tremendous expansion of the middle 
class in India can be confidently attributed to the investment in education, especially in 
higher education. In this respect, the Indian ethos is echoed now in the Delors Report. 
There is a need to place greater emphasis on enrolment of students from underprivileged 
backgrounds such as the rural areas, the scheduled castes and tribes and other backward 
groups, minorities, the disabled and others who have suffered from discrimination which 
has existed for centuries. Hence, special attention has to be given to all these groups 
through various strategies to be adopted in the university system, especially for access to 
the system, retention in the system and qualitative development of performance. 
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The Present Status 
There are today, more than 214 universities and equivalent institutions. They also include 
universities exclusively meant for women, while all other institutions are open to both 
males and females. There is no university exclusively for males. Similarly, there are 
nearly a thousand colleges in the country which give admission exclusively to women 
students. In addition to providing most of the courses available in other institutions, these 
colleges and universities provide a few additional courses which are of special interest to 
women. 
Apart from degree awarding university level institutions, there are 9,703 colleges that 
provide mostly bachelor's and some times master's level education. A majority of the 
colleges are arts, science and commerce colleges, offering education in humanities, 
natural sciences, arts and commerce. There are about more than 550 engineering and 
technical colleges, 655 medical colleges, nearly more than 900 management institutions, 
700 teacher education/training colleges and 1100 polytechnics. While many universities 
in India provide general as well as professional education, there are some universities 
which exclusively provide professional education, and some exclusively general. 
Most of the higher education institutions in India are public institutions. There are private 
universities so far, though efforts have been initiated to allow opening of private 
universities. There are, however, a large number of private colleges. A majority of the 
private colleges are financially supported by the State. The rapid growth of self-financing 
private colleges is a recent phenomenon. 
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2.4 Management Education in India 
All^  India Management Association (AIMA) is the national apex body for management 
development and as a role in shaping management thinking as well as in raising the 
professional competence of managers in the country. Changing economic conditions and 
intensification of global competition have given management education an increasingly 
central role in the success of individuals and corporations. Management education has 
spread in the last fifteen years in India. Management education, at this juncture, needs a 
critical examination as only developing talent can take India forward. 
Management educations have to focus on the topics to be taught (what has to be taught) 
and method of delivery (how it has to be taught). Management education has to give 
emphasis on making management education relevant to the Indian context, the themes to 
be covered, and the way the topics have to be dealt with. Detailed coverage has to be 
developed for each subject. Since management is a practice oriented domain, 
management education has to incorporate an element of on-the-job training. This will 
need a mix of concepts, cases, exercises as well as simulations for themes such as 
business strategy, market planning, business negotiations, leadership, business ethics and 
team work. The main lesson that one can glean from an analysis of US Business 
education is that they give considerable attention to context design and theme delivery 
modes. 
In the last six months there has been considerable discussion on quality of management 
education in India. The most significant of these has been the one by S. L. Rao titled 
"Rescuing B-Schools from Irrelevance" and the possible direction for future. The AIMA 
survey 2004 that came out recently corroborates some of the concerns that were 
expressed by S. L. Rao. The survey covers a sample of 283 B-Schools. If the survey 
ratings are extrapolated to the total universe of about 1000 B-schools, 700 of them need 
substantial improvements. This is a matter of serious concern. Although the detailed 
recommendations for developing management education in India came out in 2002, no 
substantial measures have been initiated either by the government or by the B-Schools 
themselves. The number of B-Schools under AICTE and universities has been on the 
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increase. There has been no major attempt to improve the corporate governance of 
B-Schools. Mere self regulation without governance norms and structure are not likely to 
yield worthwhile results. Private sector, management and professional managers are the 
sources of future growth. As global competition gets intense, the demands on all three 
sources will go up. Hence, management education will need greater attention so that we 
could respond to increasing levels of competition, as management education is the major 
intervention that could drive organizational and individual development. The concept of 
continuously developing human capability and learning, weaving it into classroom 
experience (new knowledge and skill), and practising it at work. Hence, the need for a 
certain kind of 'starters kit' as an MBA and series of development opportunities 
spreadout over time and increasingly challenging in scope as the individual grows and 
progresses. This is the challenge of management education. This part is an attempt to 
bring together the major issues facing management education in India in the light of 
changes in global management education. Issues are being raised for educationists, 
employers, administrators and all others interested in the subject to think over and 
respond to the richness of debate and the way forward. 
Excellence in any economic segment needs excellent managers who are capable of 
conceptualizing ideas, converting them into products and services, satisfying customer 
needs, enabling seamless working and continuously maintaining the competitiveness. 
India continues to lag in its ranking on competitiveness. If India has to become a global 
economic power, it has to give attention to management education as coordination of 
assets, supply chain and knowledge flows will become critical for maintaining the 
competitive edge. Before examining the issues, a review of steps proposed by various 
committees for improving management education are examined. This is followed by a 
section that highlights the emerging issues in management education in India. 
A number of committees have looked into management education in India in the past. 
Most of the problems identified by the committees continue to be there as no major 
corrective measures have been initiated, hence a revisit of the critical suggestions. 
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The Nanda Committee 
Nanda Committee was the first committee that reviewed the working of the three 
Management Institutes of Management at Ahmedabad, Kolkata and Bangalore, to make 
recommendations for the promotion and development of management education in India. 
The Nanda Committee suggested a series of measures in 1981 for strengthening 
management education in India, viz.: 
• Management education has to be research based, and utility based, the 
institutes should become self reliant. Adequate funding for research to be 
provided without soliciting project funding. Consultancy research should 
cover both basic and applied types. 
• IIMs should act as mother institutes and foster growth of other 
management Institutions in the country. 
• There is urgent necessity to develop expertise in international 
management and offering of educational and training programme in 
international management. 
• Government control should be progressively reduced as each institute 
becomes more and more self-reliant. 
The Kurien Committee 
Government of India appointed a second review committee under the Chairmanship of 
Mr V Kurien in 1991, to look into the direction and functioning of the four institutes of 
management. The committee submitted its report in 1992. The salient recommendations 
were: 
• The mission of the Institutes of Management to strengthen management 
in business, industry and commerce is still relevant. The mission 
statement however, needs to be expanded to emphasize the IIMs' 
commitment to public service and public management. 
• The inter-relatedness of teaching, research and consultancy needs to be 
better emphasized for greater synergy. Choices in approving research and 
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consultancy must be exercised to strengthen their interconnectedness and 
mutuality. 
• There should be a much greater emphasis on the development of relevant 
teaching materials and research. Appropriate policies and rewards should 
be initiated to strengthen this aspect of IIMs functioning. 
• The Government should take a flexible view in providing financial 
support to the different IIMs and encourage the institutes to vigorously 
pursue revenue generation, cost cutting, and fund raising efforts. The non 
plan maintenance grants may be provided as Block Grant for a period of 
five years. 
• After the institutes have become financially self supporting with the 
creation of the corpus fund and the package of measures for augmenting 
its internal resources and cutting down cost, the government grants may 
be limited to programmes considered high priority and of social relevance 
by govenmient including the area of public system management. 
IIMs reoriented their operations subsequent to this report. They revised the fee structure 
and started raising resources through industrial consulting. This helped the IIMs to 
become financially self-sufficient. 
The Ishwar Dayal Committee 
Many management institutes came up between the years 1995 and 2000 [5]. Government 
of India appointed another committee to develop future perspectives of management 
education in the light of the fast changing economic, social and business environment. 
The main challenge in management education has been triggered by globalization of 
economies, rise of market economy, rapidly changing technology and developments in 
communication. During 1950-1980, about 118 management institutions came up and 
during the 1985-2000 period 673 new institutions came up. 
• Most institutions that were set up during the 90s did not follow conditions 
prescribed by AICTE in respect of faculty strength, library, computer 
facilities and the like. 
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• They did not promote research, development of faculty or of the teaching 
material. 
• Due to rapid expansion of teaching institutions, AICTE was unable to 
develop an adequate mechanism for enforcing standards. 
• The teaching methodology shows inadequate concern for applying 
cumulative knowledge in dealing with managerial problems. 
Among all the action areas, faculty development was considered the most critical. It was 
proposed that 8 to 10 institutions should focus on this. Though the Committee gave its 
report in 2001, there were no major initiatives from AICTE for faculty development or 
development of teaching materials so far. 
Subsequent to this, a committee was constituted by AICTE to review management 
education in India. 
The Management Education Review Committee 
AICTE appointed a committee in 2003 to come up with a policy and action plan [6] for 
the development of management education in India, in the context of our current national 
requirements and national trends. 
This committee suggested the following steps for strengthening management education, 
viz.: 
• Increase the focus on under managed sectors such as cooperatives, 
forestry, urban management, infrastructure, rural development, education 
and legal systems. 
• The admission of students in management schools should be only through 
recognized tests organized on an all India basis and used for short listing 
candidates for group discussions and interviews. The number of 
admission tests could be progressively reduced, say to two or three tests. 
• Accreditation is one of the major means of assuring quality. Only 15 
PGDM programmes and 30 MBA programmes out of the 927 
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MBA/PGDBM programmes approved by the AICTE have been 
accredited. 
• In spite of having some excellent institutions, research output, by and 
large, of even the more prestigious institutions has not been adequate. 
This needs to be rectified. Over the next decade, research has to get its 
rightful place in the activities of management schools. While the 
accreditation process will help in improving the quality of teaching and 
training, it is imperative that research also figures prominently as a major 
element in the portfolio of activities of accredited institutes. 
• In order to have a better global exposure, to suit the requirements of 
industry under globalization there is a pressing need for globalization of 
management education. 
• Another element which is important for globalization would be to keep 
our country open to the presence of foreign business schools and 
universities. It is necessary for Indian Institutions to work out strategies 
to go abroad, and allowing foreign universities to come to India, without 
too many obstacles. 
• That there is a severe shortage of faculty in the entire technical education 
system is well recognized. In management education, the problem is 
more acute. 
All the four committees have unequivocally indicated that management education in 
India faces the following systemic problems: 
• Shortage of faculty and quality of faculty are the most critical aspects that 
need to remedy soon. 
• Most of the management institutions have been neglecting research. 
• There has been very little attention provided for preparing course 
materials specific to the Indian context. 
• Library and computer infrastructure has been poor, except in the top 
management institutes. 
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• Management institutions did not develop interactions with industry and 
this acted as a vicious circle giving merely non- practical education. 
• Management institutions invested very little for faculty development even 
though most of the committees earlier had identified this as a major 
lacuna. 
These recommendations broadly indicated the lacunae in management education in 
India. Before a management development roadmap can be prepared some of the issues 
that management education is facing are delineated. 
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2.5 Present Management Education Authorities 
During^ the past 35 years India has emerged as a major centre of management education. 
With the establishment of 4 Indian Institutes of Management - Calcutta (1961), 
Ahmedabad (1962), Bangalore (1973) and Lucknow (1984), the setting up of the 
Management Division at the Xavier Labour Relations Institute, Jamshedpur and the 
offering of full time and part-time MBA programmes by some leading universities in the 
country, there was a quantum jump in the number, prestige, recognition and the impact of 
management education system in the country. More recently and particularly during the 
last five years the country has witnessed a phenomenal growth in the founding of 
management institutions most of them in the private sector, offering two year full time/3-
year part-time post-graduate and/or 1 -2 year Diploma programmes in different functional 
areas of management. Additionally two new Indian Institutes of Management at Indore 
(M.P.) and Calicut (Kerala) are being set up in in the Govt, sector during the current 
financial year. At present, more than 900 management institutes/departments have been 
recognised by the All India Council for Technical Education (AICTE) for imparting 
postgraduate programme in management having a total annual intake of more than 
38,500 students. 
The All India council for Technical Education (AICTE) is entrusted. With the 
responsibility of regulating, controlling and ensuring the quality of Management 
Education in the country. The formation of the National Board of Accreditation (NBA) 
and the number of workshops that it had organized have contributed substantially to 
widespread awareness and concern for quality in Management Education. NBA is in the 
process of finalising the criteria, for Accreditation of Management Schools and actual 
accreditation process would start soon. Before launching the process, the NBA plans to 
embark on a few benchmark studies to provide meaningful data base and lay a strong 
foundation for the process. 
The AICTE places equal emphasis on regulating the entry of new management 
institutions as well as on enhancing the quality of the existing ones. In regulating the 
entry of new institutions, AICTE has developed an effective and transparent evaluation 
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system based on certain norms and standards which have been developed with the active 
participation of some of the leading management academicians. The entry of new 
management institutions as well as the expansion of the existing ones is regulated by 
these norms, and is based on critical examination of the proposals by expert committees 
appointed by AICTE. 
Whether a proposal originates from the private sector or from a University system, it goes 
through the same kind of scrutiny before one is permitted to start or continued a 
Management programme. To ensure that UGC is fully kept in the picture, any proposal 
from a University system has to routed through the UGC. In the case of Private sector 
institutions, the concerned State Govenmient's clearance is to be obtained in addition to 
approval by AICTE. 
The Norms and Standards developed by the AICTE provide, among other things a basic 
framework for curriculum development, academic standards, admission process, number 
and quality of the faculty and the governance system. 
There has been a quantum jump in the number of management institutions offering post-
graduate i.e. MBA level programmes in the country. 
This number is about one half of the number of MBAs produced in the USA and is the 
largest for any country outside of USA. The phenomenal growth that has taken place 
could be seen if we compare the figures available at the beginning of the 8th Plan period. 
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2.6 Structure of Management Education in India 
Structure^ of management education in India is divided into major divisions as outlined 
hereunder: 
Institutions of national importance. 
University departments. 
Colleges affiliated to the universities. 
Non University Autonomous Institutions. 
Distance/Correspondence based Institutions. 
Unaffiliated Institutions. 
At the top are the reputed Institutes of national importance institutes like IIMs and some 
university departments such as FMS which have maintained the high quality in their 
teaching and research of management education. The second rung institutes are those 
started by industrial houses, private institutes and state level educational institutes like 
MICA, Symbiosis and so on, which offer quality management education at par with these 
reputed institutes. These come under the category of "Non University Autonomous 
Institutions". The third level management Institutes in India are the University 
departments and other Open Universities which are providing management education 
through correspondence, distance and part-time. In India all educational institutes, those 
who are providing management education are certified by the All India Council of 
Technical Education (AICTE). In India management study and training come with a 
variety of names -Master of Business Administration (MBA), Master of Management Studies 
(MMS), Master in Finance Control (MFC), PG Diploma in Business Management, Post-
Graduate Program in Public Management & Policy (PGP-PMP), Master of Public 
Administration (MPA), PG. Diploma in Management (PGDIM), PG. Diploma in Human 
Resource Management (PGDHRM), PG. Diploma in Financial Management (PGDFM), PG. 
Diploma in Operations Management (PGDOM), PG. Diploma in Marketing Management 
(PGDMM) and so on. During the course, there are prospects of internship from campus 
providing a glimpse into the operation of an organisation. There is ample scope for role-
play and other simulations to develop skills in relevant areas. This type of program forms 
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the basis for mutually supportive networks throughout your career. You may have the 
facility of a placement cell which co-ordinates opportunities to interview for potential 
employers. 
The fee structure of the management programs in India varies from programs to 
programs. Full time courses from the most reputed institutions are usually expensive, 
ranging from Rs. 50,000 to Rs. 4 lakh, per annum, approximately. Usually, the 2 year 
management programs can be taken up after successful completion of graduate studies in 
any discipline. Graduates with a minimum of 45 percent to 50 percent marks are eligible 
to apply for admission to management programs. Aspirants have to go through a selection 
process which includes entrance/admission tests, followed by group discussion and the 
interview of candidates declared successftil in the written test. The aim of the test is to 
evaluate, under stress, a candidate's general verbal, mathematical and analytical abilities. 
The management entrance test in India call for a superior command over the English 
language, quantitative skills and a sharp mind. 
In India a chain of institutions numbering more than 200 universities offering 
management courses both at the First Degree and Advanced levels has been started. The 
courses offered at the various institutions to date cover training at the Master's Degree 
level for the M.B.A. degree. Master of Business Administration is normally considered to 
be the basic and ideal post-graduate qualification for taking up a good and rewarding 
career in management. As per one estimate, every year about 10,000 MB As are churned 
out by Indian Institutes of Management (IIMs) and a host of other universities and 
recognised institutes/deemed universities. A candidate with a good MBA degree finds no 
problem in getting a good job and freshers are usually inducted as Management Trainees 
for one to two years, before getting absorbed in regular scales. After a few years of 
experience, MB As may choose the job of their own liking at very attractive terms. 
Several institutes/universities also offer post-graduate diplomas of one to two-year 
duration on Business Management, Marketing Management, HRD, Personnel 
Management and Labor Welfare, Basic Finance, Financial Management, Materials 
Management, Operations Management, etc. But as a matter of rule, MBA degree is 
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considered to be ideal by the job-seekers as well as the employers. Diplomas also assist in 
finding good openings, provided these are supplemented with some relevant experience. 
Management Services in India 
Marketing, Finance, Production and Personnel are the four major areas in management 
with each having several sub-branches. Marketing Management includes sales, purchase, 
international marketing (exports-imports), advertising, marketing strategy, materials 
management, consumers' behavior, market development and research. Financial 
Management includes all the aspects relating to finances, investments, financing 
decisions, portfolio management, project management, working capital management, 
international financial management, etc. Production Management takes care of 
Production methodology, costing, operations research and quality control etc. Personnel 
Management deals with the most complicated aspect i.e. management. It looks after the 
areas of Human Resource Development (HRD), recruitment, training, management-union 
relations, labor and personnel policies, organisation behavior, management of change and 
general administration. 
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2.7 Management Education: Some Emerging Issues 
Though there have been a number of committees that suggested improvements in 
management education, there have been no significant changes in management education 
except in the top ranking B-Schools. This section examines the major issues that need to 
the addressed if management education has to improve in India, so that managers could 
respond to the challenges of global competition. 
2.7.a. Implementing Changes in Management Education 
There are too many agencies dealing with management education. Management 
education must be the concern of the body created by law for governing management 
education - The All India Council for Technical Education and its subsidiary. The Board 
of Management studies. Combining the governance of technical and management 
education under one body was a mistake. A National Task Force on Management 
Education should be appointed. The Task Force needs to address the following issues as 
stated in an article by Mr. R. Gopalakrishnan, current President, All India Management 
Association 
• Identify the steps that can be taken to extend management education to 
domains such as cooperatives, hospitals, NGOs, public governance etc. 
Create greater awareness and sensitivity through extension of the 
management curriculum to agricultural marketing and rural economy as 
two-thirds of our population lives there, and the gap between the per 
capita income of the agrisector compared to the non-agrisector has been 
widening since Independence. 
• Identify the measures needed for upgrading the quality of faculty and 
research, as most of the committees have pinpointed the inadequacies. To 
explore ways in which the interaction between academia and management 
could be improved. 
• Consider ways in which standards of several mediocre and in different 
institutions of management are enhanced, possibly through an 
accreditation approach, as management is an experience based theme. 
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• Look into the possibility of formation of All India Council of 
Management Education quite independent of AICTE. 
The purpose of the Task Force is to create an enabling institutional mechanism that will 
give a new thrust to management education. This will ensure that there is an independent 
institutional mechanism to specifically deal with management education and also give a 
new thrust for management education. 
2.7.b. Ensuring Quality Faculty 
The establishment of AICTE resulted in the sanctioning of a large number of B-Schools. 
While giving sanctions to a large number of institutions, AICTE was unable to create 
adequate machinery for the development and training of faculty to teach in management 
courses with an applied bias. As AICTE was unable to monitor the quality standards in 
the institutions, they stipulated in 1997 that from that year onwards, institutions would 
have to seek affiliation from a recognized university before they are given sanction to 
start a programme of study. The new requirement concerning university affiliation, the 
inadequacy of the monitoring systems and the shortage of faculty for teaching 
management resulted in the following conditions: 
• Institutions engaged part-time faculty of individuals on contract who 
taught a course and in most cases, had little involvement either with the 
institution or the students. 
• New faculty members without any experience joined institutions on low 
salaries and carried a heavy teaching load. They had neither time nor the 
necessary background to take up research or development of teaching 
material. They gave lectures mainly drawn from textbook or materials 
from textbooks or materials based on their company experience. 
• Except for the 10 % or so institutions which updated their programs and 
teaching technology, the quality of management remained substandard in 
the sense that they paid inadequate attention to application of knowledge, 
self awareness among students and development of problem solving, and 
decision making skills. 
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The two critical issues to be addressed are mechanisms for ensuring quality of faculty and 
making the learning student centred. This requires faculty experienced in student centred 
learning and adequate library and computer support. The issue is to change the bottom 
rung of 70 % of the institutions that are located away from metros/cities. 
1.1 X. Developing Material Relevant to the Indian Context 
There is an increasing awareness that many of the ideas and concepts that have been 
effective in the countries of their origin have been less effective in India. While many 
industrialized countries have tested and adopted management practices that are in perfect 
harmony with their culture and tradition, India is yet to do this exercise through 
systematic research and study. For example, we do not have good cases or teaching 
material on managing ITES. The materials available are not specific or relevant to our 
context. There are no easy approaches for solving the issue of inadequacy of context 
specific material, but to develop an agenda for that, as developing material is a 
specialized and time consuming task. 
2.1 A. Promoting a Research Culture 
The management institutions do not have a culture that is supportive of research. 
This problem existed even in (low ranked) B-Schools in US. Imbibing a research culture 
requires faculty with interest in research and a good library support system. A research 
culture needs a research community and a research agenda. Such a culture will be created 
only when it becomes an organizational priority and there is top commitment for building 
that. If the targets of B-Schools are predominantly monetary, a research culture will not 
emerge. It was been proposed that the enhanced support for research can be brought 
about in three ways, viz.: 
• Certain themes that need special study in the next 5 to 7 years should be 
funded, and scholars should be invited to undertake research in those 
areas. 
• Research granting procedure should be seriously reviewed to support 
individual project proposals. 
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• Encouraging institutions that have adequate support systems to start Ph.D. 
programs. 
The issue is how to make B-Schools create and support a research culture. 
2.1.t. Evolving an Accreditation System 
As indicated in the earlier paper on accreditation, one of the emerging issues is to identify 
the process to be adopted for implementation of an accreditation system. Accreditation 
needs to be separated from recognition. The accreditation has to be fair, transparent, 
independent as well as ruthless. The accreditation process (indicated in the previous 
section) that is used by EFMD has been reported to be a widely accepted one. As 
accreditation process tends to become a political one, the issue is to evolve a method to 
insulate it from the political interference. Accreditation that uses benchmarks of various 
parameters could reduce subjectivity. The rapid growth in the number of management 
institutes requires a specialized body rather than the all- encompassing AICTE to carry 
out accreditation. A council exclusively for management education is needed, and the 
process of accreditation and recognition needs to be made separate. The accreditation 
process has to cover commerce education as well. In most other countries, management 
education covers this as well. This will ensure that management education has a broad 
base in India. All the degrees covering management commerce and accountancy should 
be under one agency. 
2.1.i. Corporate Governance for B-Schools 
As indicated by S. L. Rao in his paper a major weakness is lack of a corporate 
govemance system in B-Schools. This issue needs careful consideration. Though the 
primary responsibility for upgrading and maintaining the quality of education must rest 
with the concerned institution, in the absence of a proper corporate govemance system, 
this has not been so. There is a need to induct independent directors as well as to 
implement independent audit committees for managing the B-Schools. Nothing has been 
done so far in this direction. The B-Schools should become process driven. Corporate 
govemance has to be made an element of accreditation. Faculty development as well as 
faculty involvement in the administration needs to be a part of the corporate govemance 
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agenda. Transparency has to be the root of corporate governance. Information on faculty 
quaHfications, the size and contents of the Hbraries, availabiUty of computer faciHties, 
adequate provisions for scholarships, reach out programs to take management education 
to deprived sections of the population, a rating for all institutions that guides 
students and recruiters in making sensible choices, have to become a part of the corporate 
governance agenda in B-Schools. The issue is how to make B-Schools implement such an 
agenda. This may require a strong monitoring system and statutory reporting on the lines 
of SEBI, for corporate governance in listed companies. 
2.7.g. Student Testing Service 
This again is crucial as testing becomes the basis of input quality in management 
education. Many institutions have their own admission tests for which they usually 
charge fairly high fees. The issue is to ensure that admission and testing need to be 
segregated, as in the case of US. Evolving a national testing service and evolving a 
comprehensive testing system have to examined comprehensively. There seems to be no 
need to have so many tests and the proposed All India Council of Management Education 
would need to examine the possibility of reduction in the number of tests while at the 
same time ensuring that the quality of testing is not sacrificed for the sake of uniformity. 
2.7.h. Developing Interaction with the Industry 
Except in the case of the top ranked B-Schools, there are no mechanisms to forge close 
relationship between B-Schools and industry groups. Development of industry interaction 
is an evolutionary process. The main strength of top class B-Schools like Kellogg, 
Wharton, Sloan and Harvard is their strong relationship with industry through teaching, 
research, student placements, problem solving and case study preparation. As indicated in 
the first section of this paper top level B-schools continuously interact with major 
corporations. The recent example of BP setting up their learning centre adjacent to MIT, 
Cambridge shows that as competition increases, industry-B-School cooperation will go 
up. The issue in India is to make this happen in the case of the low ranked B-Schools in 
India. There has to be an institutional mechanism for developing liaison with industry in 
each B-School. 
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2.7.1. Bringing in Specialization 
There are some business contexts specific to India. The issue to be examined is how one 
could bring in an element of specialization so as to enhance the relevance of management 
education. For example, agricultural services, infrastructure management, contract 
research, high tech entrepreneurship, hospital management, NGO and ITES are rapidly 
growing areas in business. These businesses need customized management education. 
Curricula customization, specific material development and faculty specialization are 
some of the neglected factors that led to poor quality management education in India. 
Though some B-Schools have introduced MBAs focused on telecom, financial services 
and infrastructure management, there have been very little efforts on customization. On 
the other hand, materials prepared for other contexts are being directly used without 
examining the contextual validity. 
2.7.J. Broadening the Perspective 
One of the major concerns that have been expressed widely about B-Schools has been 
that the people coming out have a very narrow perspective. Management education and 
more specifically the MBA has little if any discernible positive effect upon career success 
or managerial performance. Management is a value laden field. The group of critical 
management thinkers are of the view that management needs have to be taught in ways 
that explicitly acknowledge the political, ethical and philosophical nature of management 
practice. Management education does not make better managers. This is not because of 
deficiencies in management education, but due to the nature of management as a value 
laden activity. Reconstruction of management education has to recognize that managers 
need to attend to interpersonal relations, communication, conflicts, feelings, politics and 
the like. This brings us to the issue that there is a need for managers to connect to a wider 
set of public duties than that of corporate performance through a liberal education. Gray 
of Judge Institute of Management, Cambridge University has shown that management 
education has to facilitate the broadening of perspectives. Linstone has been one of the 
management thinkers who showed that management is all about grappling with multiple 
perspectives Technical, organizational and personal perspectives on any issue could 
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differ considerably. The issue is how one can inculcate multiple perspectives thinking in 
management education. 
2.7.k. Learning Real Business Issues 
One of the issues that management education has to consider is the maimer in which 
experiential learning elements could be enhanced. This could also enhance the context 
specificity while learning. Given the considerable contextual and institutional varieties of 
management education not just between different countries but within them, learning has 
to be experiential. Real life situations are complex. Bringing in a living experience is a 
more promising vehicle for the introduction of messy, irrational complexity which is 
arguably closer to management realities. The challenge of management education is to 
bring students close to real situations. There are no easy solutions as there are many 
unknowns in real life situations and many events unfold in an evolutionary manner as 
decisions are made. In the recent past, a series of studies known as "Critical Management 
Education" have emerged. Critical Management Education is that body of education 
practice arising from a research tradition known as "Critical Management Studies". This 
school considers that management education has been typically, although not exclusively, 
informed by the interest of corporations and of managers rather than by those of 
stakeholders in organizations and wider society. Facts are always impregnated with 
values and there is no real distinction between morally and politically neutral means such 
as management has traditionally concurred to be and the value laden ends. The issue is to 
ensure that management education makes people capable of handling real life situations 
and at the same time make them understand the value frame they use for solving 
problems and dealing with real life situations. 
2.7.1. Inculcating Values 
Pfeffer and Fong of Stanford Graduate School of Business have brought out some lessons 
from the US experience on business schools. B-Schools in U.S. face a number of 
problems, many of them as a result of offering a value proposition that primarily 
emphasizes the career enhancing, salary increasing aspects of business education as 
contrasted with the idea of organizational management as a profession to be pursued out 
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of a sense of intrinsic interest or even service.These arise from a combination of a market 
like orientation to education coupled with an absence of a professional ethos. The issue in 
India is to make B-Schools create greater impact by focusing on values and ethics as the 
guiding principles. 
2.7.m. Creating a Global Mindset 
London Business School recently published a study that identified the knowledge, skills 
and attributes young leaders need in order to succeed. The competition is nothing but a 
race for mastering knowledge and skills. If Indian industry has to compete globally we 
need executives with world class talent. The issue is how to inculcate a global mindset, 
though managers may act only locally. Andrews and Tyson recently published a study 
that identified, the elements of knowledge, skills and attributes that young leaders need to 
succeed, and these are shown in Table 1. These are based on a survey of executives from 
20 countries. The survey brought out some issues viz.: 
• Executives have to move fi-om the cheap seat to the front row of business 
leadership, and business schools must develop a new approach to teaching 
and learning. How can business schools carry this out rapidly? 
• Business schools have traditionally provided a reflective learning space, a 
place to absorb information and knowledge. How can they be made to 
imbibe an agenda that is practical and action oriented? 
Globalization is an art an art of human relations that, like other arts, is presented through 
insights gleaned from teaching and from experience, and honed by continual practice, day 
in day out, in the executive suites of the world's corporations. The issue is to create 
executives with management and leadership capabilities on a worldwide scale. The study 
shows that there has been a shift in companies recruiting and development emphasis from 
knowledge to skills and attributes. This means that each business school must pick the 
place it intends to compete, creating a differentiated mix of teaching and training 
opportunities drawn from the three sets of meta attributes that companies require of their 
executives. To sum up, B-Schools in India have to do considerable thinking and 
envisioning so that the products coming out are capable of meeting the job demands of a 
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global marketplace, though the firms may operate only in some geographies. The existing 
system of accreditation and benchmarking are insufficient to make the B-Schools respond 
to the new context. The proposed AICME has to reorient and give a new thrust for 
management education in India. The schools that are not on the top need to be supported 
and they have to be monitored through an appropriate system of corporate governance. 
Some of the initiatives needed in this direction have already been discussed. 
As the Indian economy gets integrated with the global economy, our managers need to 
possess skills that are equivalent to that available in the global firms. International 
companies are investing in India and Indian Companies are going 
global. Internationalization of business makes it necessary to have different knowledge 
and skill sets. The notion that business school graduates must have cross cultural 
knowledge and expertise has steadily gained support and become an important goal and 
marker of achievement of many professional schools. Similarly, ethics and corporate 
governance will also become crucial issues in management. The management schools in 
India should strive for some specialization and distinctiveness if they have to make a 
strong contribution to the growth of the economy. New knowledge and insights are 
mostly located in industry. They are discovered, packaged and disseminated through 
management education. The work organization is the "lab" of emergent theory and 
knowledge. This requires a set of structural devices, accreditation processes, 
accountability structures, institutional routines, funding arrangements, and stakeholder 
involvement which enable and allow such social institutions to thrive and create 
tomorrow's society. This is the critical challenge in front of management thinkers and 
educators. 
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2.8 Ethics Education in Business Schools 
The^ Ethics Education in business is not only a challenge for companies but also an 
opportunity to strengthen management education. At issue is no less than the future of the 
free market system, which depends on honest and open enterprise to survive and flourish. 
All of us in management education need to ponder more deeply and creatively on how to 
advance the awareness, reasoning skills, and core principles of ethical behavior that will 
help to guide business leaders as they deal with a changing legal and compliance 
environment. Four broad themes that inform ethics education are: 
2.8.a. The Responsibility Of Business In Society 
2.8.b. Ethical Decision-Making 
2.8.C. Ethical Leadership 
2.8.d. Corporate Governance 
While many other topics could have been included, these four areas are widely viewed as 
cornerstones of a comprehensive and viable ethics education curriculum in business 
schools. 
2.8.a. Responsibility of Business In Society 
In addition to providing a return to owners, business is charged with other straightforward 
tasks acting lawfully, producing safe products and services at costs commensurate with 
quality, paying taxes, creating opportunities for wealth creation through jobs and 
investments, commercializing new technologies, and minimizing negative social and 
environmental impacts. Unless management attends to all its responsibilities, achieving 
fair returns to shareholders will not be possible. There is more to the story of business, 
however. Business and society are mutually interdependent. Society depends on business 
for wealth creation while business depends on society for an environment wherein it can 
meet its obligation to create that wealth. 
It is essential for business in general and management education students in particular to 
understand the symbiotic relationship between business and society, especially in terms 
of the moral dimensions of the power placed in the hands of owners and managers. The 
actions of business leaders affect not only themselves, but customers, employees, 
investors, suppliers, governments, citizens, and communities. Moreover, abuse of 
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dependency by corporations undermines trust in business and in the marlcets needed to 
ensure commercial success. A society where those holding power are neither moral nor 
accountable creates a state where the strong do what they will and the weak what they 
must. In short, the power of business must be exercised so that it does not punish or 
exploit those who are dependent on its largesse or vulnerable to its demands. By defining 
the purpose of a business in terms of its social context, the various broader impacts on 
different constituencies, quality of life, regional economy, security, safety, or 
environment can be better understood and measured in the near and longer terms. Indeed, 
many firms are begirming to expand the transparency of their social reporting and efforts 
are now being directed to developing benchmark data and standardized approaches to 
social reporting. 
Business schools are addressing these societal responsibilities in myriad ways. In many 
instances, traditional, fiinctional-area MBA courses are overlaid with courses that explore 
the relationships between businesses, managerial decision-making, and leadership in the 
context of the societies wherein the businesses exist. Students frequently confront and 
analyze complex dilemmas in global, social, political, ecological, and ethical contexts in 
business. Special centers and programs that encourage responsible leadership are offered 
in many schools. Students often participate in projects that involve them in the realities 
and vagaries of real business environments. These exercises help them to understand how 
business decisions affect groups, organizations, and societies. By developing a 
perspective on the shared or common good, these programs challenge leaders to balance 
the impact of decisions and actions on themselves, their organizations, and societies. 
2.8.b. Ethical Leadership 
Business schools should help students to see the criticality of ethical leadership to 
effective and successful management. Significantly, findings from cognitive moral 
development research verify that most working adults are at the conventional level of 
cognitive moral development. That is, they look outside themselves, primarily to peers 
and leaders, for guidance in ethical dilemma situations. The messages leaders send and 
the contexts they create are potentially the greatest motivating force behind ethical 
conduct in business organizations. To be considered ethical leaders, executives must be 
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both "moral persons" and "moral managers." As noted in the literature, executives 
become moral persons by expanding their awareness to include multiple stakeholder 
interests and by developing and applying their own ethical decision-making skills to 
organizational decisions in ways that are transparent to their followers. 
Executives become moral managers by recognizing and accepting their responsibility for 
acting as ethical role models. They must also "manage ethics" by communicating about 
ethics and values on a regular basis and by holding organization members accountable for 
ethical conduct. Most students will not be executives early in their careers; but they need 
to understand that, even as supervisors, they will play a key ethical role in the 
organization by influencing the daily conduct of their direct reports. Supervisors 
demonstrate ethical leadership through being open, fair, trustworthy, and caring with 
employees; by communicating about ethics and values; by role modeling ethical conduct; 
by focusing on means as well as ends in reward systems; and by disciplining unethical 
conduct when it occurs. Within business education, interaction with executives can 
communicate to students the realities of the current business environment and the ethical 
expectations of real businesses. 
Another way students learn about ethical behaviors is through the ethical culture they 
observe in their respective business schools. Students cannot be expected to internalize 
the importance of ethics and values unless business schools demonstrate such 
commitment within their own organizations. This means that business school deans need 
to think of themselves as ethical leaders who communicate regularly about ethics and 
values; who model ethical conduct; and who hold community members faculty, staff, and 
students accountable for their actions. Academic policies and systems should clearly be 
an integral, living part of the school's culture, and not simply a stack of documents in the 
file drawer. 
2.8.C. Ethical Decision-Making 
Business schools typically teach multiple frameworks for improving students' ethical 
decision-making skills. Students are encouraged to consider multiple stakeholders and to 
assess and evaluate using different lenses and enlarged perspectives. 
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Traditionally, ethical decision-making frameworks have included consequentiality, 
deontological, and virtue ethics approaches. The consequentiality approach requires 
students to analyze a decision in terms of the harms and benefits to multiple stakeholders 
and to arrive at a decision that produces the greatest good for the greatest number. A 
deontological approach raises issues related to duties, rights, and justice considerations 
and teaches students to use moral standards, principles, and rules as a guide to making the 
best ethical decision. Virtue ethics focuses on the character or integrity of the moral actor 
and looks to moral communities, such as professional communities, to help identify 
ethical issues and guide ethical action. In some envirormients, new frameworks with new 
names combine these precepts in different ways. Regardless of the terminology or 
particular features, the central purpose behind understanding and applying these 
frameworks lies in giving students the tools they need to identify and think through 
ethical issues. Above all, they learn what questions should be asked of themselves and 
others and what factors need to be considered in their decision-making. 
Resolving ethical issues requires reflection on underlying values. An important part of 
the values clarification process involves prioritizing one's values and being prepared to 
deal with values conflicts that might occur, for example, when success and security clash 
with justice or honesty. In recent years ethics education has advanced a number of 
exercises aimed at helping students to clarify their personal values. One approach 
requires students to identify five or six values that they would choose to guide behavior 
in an ideal society or business. Research indicates that people around the world tend to 
identify a similar set of values, suggesting that people from different cultures generally 
agree that honesty, fairness, and respect for human life, for example, are important. 
Ironically, a missing piece in most ethics education in the field of business is the 
development of "moral courage," which is particularly important in organizational 
contexts. Learning how to name and locate the problem, analyze and map the power 
structure and politics that influence the problem, build allies and mentors, and apply 
effective persuasion skills can equip students with the skills they need to put their values 
to work in the corporate world. 
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2.8.d. Corporate Governance 
Although ethics education is vital, it is unrealistic to expect that it can, with a single 
stroke, negate the likelihood of management wrongdoing. Situational pressures often 
occur many years after graduation, when classroom discussions or a course in ethics are 
far from the consciousness of the stressed manager. Knowing the principles and practices 
of sound, responsible corporate governance can also be an important deterrent to 
unethical behavior. Moreover, understanding the complex interdependencies between 
corporate governance and other institutions, such as stock exchanges and regulatory 
bodies, can be an important factor in managing risk and reputation. 
In recent years, several schools have established centers for corporate governance. While 
governance concepts and practices may be mentioned in management education degree 
programs, few business schools have designed curricula that include each element, 
establish learning goals, and measure outcomes. Nonetheless, it is difficult to refute the 
premise that students who understand the principles and practices of corporate 
governance are much more likely to emerge as effective leaders. Management degree 
programs should not only offer students ethics education, but also solid background in 
corporate governance. Appropriate topics may include: 
• The role and responsibilities of the governing board of directors. 
• The role and responsibilities of the audit committee. 
• An understanding of internal controls, the role and responsibilities of 
management, and critical monitoring activities such as internal auditing. 
• Elements of an effective code of conduct. 
• Components of an effective corporate compliance program. 
• The role and responsibilities of independent public accountants, counsel, and 
regulatory bodies. 
These topics are applicable to any organization, including nonprofits or governmental 
agencies. With prudent corporate governance, any business entity seems much less 
vulnerable to corruption. Bringing governance into the classroom helps to prepare 
students for the realities of the business world and arms them with powerful insights for 
operating within business environments. 
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2.9 Management Education-A Study of the Indian Context 
th 
Business education has its origins in the late 19 century in the United States. Currently, 
250,000 plus undergraduate degrees, and 100,000 plus graduate degrees in business are 
awarded in the US every year by more than 1,200 accredited colleges and universities. In 
recent years, the US has seen a 10% annual growth in the non-degree executive education 
programs, with revenues exceeding $3 billion. Similar trends are seen worldwide 
business education has spread rapidly in Europe, Asia, and Latin America. Many of these 
schools are at least partially based on the US model. The growth of business education 
has gone hand-in-hand with numerous irmovations in pedagogical models, course content 
and curricula, the role of research and the relationship with government and industry. 
Until the 1980s, U.S. business schools thrived on a hyper-competitive culture, with 
mostly Type A personality students with finance and engineering backgrounds. However, 
many of these people were not prepared to compete in a global world. In response, 
business schools diversified their student bodies in terms of both discipline and 
demographic backgrounds, and pushed for more team-oriented programs backed by 
preparation in the foundations of international business, information technology, and 
entrepreneurship. To meet the resource demands of this push, business schools adopted a 
flexible organizational model, encompassing all segments of education: undergraduate or 
graduate, full time or part time, degree or non-degree, and bricks or clicks. Recently, with 
the bursting of clicks as well as ethics bubbles, the credibility of corporate America has 
taken a beating and so has that of the business education. The rapid growth and 
proliferation of business schools, has led to the emergence of some schools having 
dubious quality and business education has come under scrutiny. Even well run business 
schools are not exempt from this scrutiny. As organizations look for more areas of 
efficiency, the high salaries paid to graduates from elite schools have led both academics 
and practitioners to re-evaluate the benefits of business education in their controversial 
paper "The End of Business Schools? Less Success than Meets the Eye," contended that 
the graduates with business education are no more successful than the leaders without the 
degree, for the success is a function of what a person can do. Does it then make sense for 
the potential students to bear the cost of MBA education that often tops $175,000, 
including tuition and lost salaries? Similar issues were raised in a recent paper from the 
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consulting company Booz, Allen and Hamilton that derided "cookie-cutter" MBA 
programs that were producing look alike MBA's and not meeting businesses needs. The 
goal of this article is to assess the quality of contemporary business education and to 
identify opportunities for further enhancement of the quality. India is an appropriate 
context for our study because of three factors. First, outside of the US, India now trains 
largest number of MB As with about 75,000 degrees armually. Second, the Indian 
government has liberalized the business education market over the 1990s, resulting in a 
rapid growth of business schools offering programs at both undergraduate as well as 
graduate levels. Third, Indian business schools have sought to replicate the US-based 
organizational, pedagogical, curricula, industry-interface, and academic research models, 
but are struggling to introduce several adaptations because of the differences in the work 
culture system. Therefore, it would be fruitful to investigate the challenges for enhancing 
the quality of business education in India. 
An understanding of contemporary business education in India will be incomplete 
without first understanding the historical context of its evolution. In the first section of 
our paper, we will describe this shift from a commerce-focus to management-focus in the 
popular business education. Thereafter, quality status of the contemporary business 
education in India is discussed. Subsequently, we discuss broad issues and challenges. 
Finally, research implications for the academic quality dialogue are highlighted. 
Historical Context and Social Status of Business Education in India: 
th 
Business education has a long history in India dating back to the 19 century. Early 
business schools were focused on the commercial side of business, seeking to fulfill the 
colonial administration needs of the British government. Their graduates joined the 
British government colonial bureaucracy, usually at the clerical ("babu") rank. India's 
first business school - Commercial School of Pachiappa Charities - was set up in 1886 in 
the southern city of Chennai. In 1903, British government initiated secondary school 
level commerce classes at the Presidency College in Calcutta, with a focus on secretarial 
practice/business communication (shorthand, typing, correspondence) and accounting. 
The first college-level business school was founded in 1913 in Mumbai, and was soon 
followed by another in Delhi in 1920 (Commercial College, later renamed as Shri Ram 
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College of Commerce). These business colleges imparted basic skills about the principles 
of trade and commerce to clerks and supervisors from fields such as banking, transport, 
and accounting. After India's independence in 1947, business education, which was 
associated with "babu-ism" and therefore lacked a strong social status, started to evolve. 
In an attempt to enhance vocational skills, the Government of India introduced commerce 
as a third stream of specialization at the high school level, science and arts being the 
other two. 
Many of the graduates of the commerce stream sought apprenticeship or employment 
after graduating from the high school, and some even joined their family businesses. 
Joining as an apprentice auditor at any public accounting firm was among the most 
popular career options for a commerce graduate. The undergraduate commerce colleges 
also sought to offer skills complementary to the public accounting profession, as evident 
in the nature of their core courses: business economics, accounting, management, 
banking theory, auditing, and cost accounting, all emphasizing theoretical and applied 
understanding of business transactions. However, even at this stage, business education 
(commerce) was not meant, in the eyes of the society, for the intellectually and 
academically talented students. Intelligent students were expected to join the science 
stream at the high school level, and take engineering stream at the college level in one of 
the Indian Institutes of Technology, universities, or other technical institutions. They then 
joined corporations as technical supervisors, and moved up the management cadre. A 
shift in the social status of business education began occurring during the 1980s. Two 
major forces were at play. First, competition for college level education became 
cutthroat, as the gap in the number of admissions at the premier undergraduate programs 
and the number graduating from the high schools grew for the science stream. Second, as 
companies began to grow they began hiring commerce graduates from the colleges at the 
junior executive level, often backed by some in-company executive training program, as 
the premier engineering colleges failed to meet their growing needs for executive 
personnel. Consequently, society began seeing commerce education as a viable 
alternative passport to enter the corporate world at the executive, as opposed to the 
clerical, level. Many Parents encouraged their children to take up the commerce stream at 
the high school level, with a view that their children could perform relatively well in the 
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commerce domain and get a great corporate position without living with the intense 
competitive pressure to excel academically in the science streams. In addition, the social 
cost of commerce-related education was significantly lower than the social cost of 
science-related education, because, unlike the latter, the former did not require 
laboratories and other testing facilities. Therefore, it was easier for the government and 
the educational institutions to meet the demand for commerce education. 
2.9.a. Emergence of Management-focused Business Education in India 
A major development that was underway was the distinction that was being made 
between commerce and the management aspect of the business education. The focus of 
Commerce education was on building a strong foundation about the knowledge of 
business transactions and processes, primarily from the economics and accounting 
perspectives. In contrast, management education focused on building knowledge about 
overall business and its various functions, given its stakeholders and the market 
landscape. It was felt that one needed some disciplinary background, especially in science 
or commerce streams, or some work experience for effectively learning the management 
principles. Therefore, management education was intended for the graduate and executive 
levels, focused on nurturing future leaders who could lead the private and public sector 
organizations with a sense of social mission. 
The Indian Institute of Social Science, a premier institute of higher learning focused only 
on graduate and doctoral programs, founded India's first management program in 1948, 
intended to systematically train manpower, create and spread the knowledge required for 
managing industrial enterprises in India. Soon thereafter, in 1949, Catholic community 
founded Xavier Labor Relations Institute (XLRI) at Jamshedpur - the city of TISCO 
(Tata Group). TISCO had been a pioneer in progressive labor relations approaches in 
India, and XLRI was oriented towards developing managerial competence, with a sense 
of social justice and values of discipline, dedication and commitment to "Magis" 
(excellence in everything). Indian Institute of Social Welfare and Business Management 
(IISWBM), was set up in 1953, under the auspices of the University of Calcutta, as 
India's first official management institute. Formed in cooperation with the business 
community, national and state governments, the faculty of the Institute took up the 
mandate to promote professionalism in the industry by undertaking several field 
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consulting projects for the industry and the government. The primary areas of consulting 
included organizational development, project formulation, and socio-economic programs. 
Encouraged by the results of these early initiatives, the Government applied for and 
obtained a grant from the Ford Foundation in 1961 to launch two Indian Institutes of 
Management (IIM), one at Calcutta (West Bengal), and the other at Ahmedabad 
(Gujarat). This grant was focused on helping transfer American business education 
knowledge and models to other nations, and required intensive collaboration with an 
American business school for facilitating the transfer of learning. The IIM at Calcutta 
established collaboration with the Sloan School of Management at MIT for faculty and 
pedagogy development, and the IIM at Ahmedabad established similar collaboration with 
Harvard Business School. IIM at Calcutta adapted the Sloan's incident method and 
laboratory training, and pursued a research and teaching philosophy more focused on 
quantitative and operational aspects of management. On the other hand, following HBS, 
IIM at Ahmedabad pioneered the case method of teaching in India, and conducted 
influential research oriented towards writing cases on Indian companies and context, with 
an emphasis on qualitative strategic integration. The mission of IIM's was to 
professionalize Indian management through teaching, research, training, institution 
building and consulting. They also had a mandate to professionalize vital sectors of the 
economy, particularly agriculture, education, health, transportation, population control, 
energy, and public administration. Towards this end, they helped launch several 
specialized management education schools. For instance, the Indian Institute of Forest 
Management was set up in 1982 as a leader in specialized management education for the 
entire forestry system in India, with the help of IIM Ahmedabad. 
Growth both in numbers and status occurred during the 1990s. A large number of 
multinational companies entered India, and sought to hire business graduates for their 
management training positions. Domestic companies also followed suit trying to compete 
with multinational corporations. Companies found that the skills of business graduates 
from the commerce stream varied greatly across different colleges, and fell considerably 
short of the demands of the executive positions in a competitive world. In particular, 
commerce graduates had good accounting skills, but lacked requisite marketing, 
behavioral, and operations skills. They had weak grounding in oral and written 
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communication skills, critical thinking and critical reading skills, as well as in 
information technology and teamwork skills that were becoming very relevant during the 
1990s. Consequently, given the costs of training commerce graduates, companies offered 
huge premiums for those with an MBA degree. Recognizing the success of MBA 
programs, and demand from students and employers, universities started looking at 
management education as an academic discipline and started offering MBA programs. 
They could achieve this by using their existing commerce faculty to teach some business 
courses. However, there are considerable costs of introducing an MBA program, which 
encouraged the emergence of more cost-effective and flexible BBA (Bachelor's in 
Business Administration) programs at the undergraduate level. 
As compared to the MBA program, the BBA programs demanded less qualified faculty 
(e.g. faculty with more limited work experience and without doctoral qualification) and 
offered more captive student body (since bachelor's programs were typically of three 
years, while the master's programs lasted only two years). The BBA programs offered a 
variety of concentrations, customized to the requirements of the local industry, in areas 
such as advertising, sales management, travel management, foreign trade, rural 
development, mercantile shipping, regional plarming, stock exchanges, actuarial science, 
entrepreneurship and business communication. 
The growing popularity of the BBA programs is now creating a crisis for the positioning 
of the traditional undergraduate commerce degree programs. The students are 
increasingly giving preference to the BBA programs, than to the commerce programs. 
Clarifying the role of the undergraduate commerce degree has become a major challenge, 
because substantial academic resources are currently invested in the undergraduate 
commerce programs. More than one hundred universities offer 3-year undergraduate in 
commerce through a large number of colleges affiliated to them, and some of them 
specialize just in commerce education. 42 universities offer B.Com. (Bachelor's in 
Commerce) program in a distance learning mode also. Though B.Com under the regular 
university system requires matriculation under 10+2 school system, open enrollment of 
the students without 10+2 matriculation is allowed under the open distance learning 
program offered by 10 universities. 
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Meanwhile, management institutes continued to grow. With the support of expertise 
developed by the pioneering IIM's, two more IIMs were founded in Bangalore 
(Kamataka) in 1973, and in Lucknow (Uttar Pradesh). In late 1990s, two additional IIMs, 
one at Calicut (Kerala) and the other at Indore (Madhya Pradesh) were established to 
further decentralize and develop management resources and talent throughout India. The 
share of business programs in the undergraduate enrolment has grown from less than 
15% in 1970 to more than 22% by 2000. 
2.9.b. Quality of Business Education in India 
There is a great diversity of business education in India and it may not be meaningful to 
consider all types of schools in an analysis of quality. Until recently, the top business 
schools have functioned as role models for the rest; however a number of business 
schools are striving to create their own regional or sectoral irmovation niches. These 
quality initiatives have been partly supported by recognition at the national policy level 
of a need to balance a resource allocation strategy focused on 'creating islands of 
excellence in a mass of mediocrity' with a strategy that aids "small improvements in 
large number of institution. A broader policy concern relates to the apparent paradox 
between Excellence and Equity. To identify the best academic institution, one needs to 
consider several criteria. No institution may have an absolute advantage in everything; 
therefore it is important to encourage the development of comparative advantage of each 
business school by recognizing the value of their self-defining, entrepreneurial initiatives. 
Although there are many problems in making comparisons across business schools, there 
are some universal yardsticks for measuring quality in business education, and we will 
use the common ones: (1) Quality of students including the admission process, (2) 
Pedagogy, (3) Placement (4) Faculty development and (5) Infrastructure. 
2.9.C. Quality of students: 
The quality of students entering business schools is very important to consider. As 
described earlier, traditionally, education in commerce was not seen as the educational 
path of the brightest students. However, currently, getting accepted into a well regarded 
business school is seen as very attractive career. IIMs have been ranked at the top in 
several surveys of b-schools in Asia-Pacific region, and admission to any IIM is seen by 
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most as a passport to a fast track career at the national and international levels. In 2003, 
IIM Bangalore was ranked in the top hundred business schools in the world. Although it 
did not rank top on the list, it was the only Asian Business School to be ranked at all 
(WSJ Guide to B-Schools 2003). 
Each year about 100,000 aspiring candidates take Common Admission Test or the 
entrance exam of the IIMs. Of these 1,100 will be selected to join one of the IIM's. For 
example, IIM Ahmedabad has 200 seats. Thus admission standards are very high. 
Collectively, the IIMs have been recognized as the world's number 1 in terms of their 
selectivity, and difficulty of getting admission into (Times of India, Feb 19, 2003). An 
interesting aspect of the selection process is the use of different admission tests and 
procedures by different business schools, unlike the US where GMAT is used as a 
standard test score. The Government of India tried to introduce a common admission test 
for the b-schools but the Supreme Court of India rejected that attempt. The Court ruled 
that "private educational institutions have a personality of their own, and in order to 
maintain their atmosphere and traditions, it is necessary that they have the right to choose 
and select the students who can be admitted". The merits of a common entrance test are 
debatable and proponents will feel there is a need to develop some measures of 
equivalencies among scores of different admission tests, so that the quality of the inputs 
can be isolated from the quality of the academic process while making comparisons 
among different b-schools. 
A distinctive element of b-schools in India is the diversity of student profiles. Since 
management education is most popular at the graduate level, aspiring candidates come 
from a variety of academic streams such as engineering, liberal arts, science, commerce, 
and medicine, thereby providing a very rich inter-disciplinary classroom experience. 
However, most of the MBA students in India are relatively young, and they enter the 
graduate program straight after their undergraduate education. Although many of the 
Indian institutions give some extra weight for work experience, a majority of students are 
without work experience. This is the same situation in both the top ranked and second tier 
schools. This is in contrast to the US, where traditional graduate students have at least 3-4 
years of work experience. Recently, though. Harvard Business School has begun 
accepting candidates without work experience; it now evaluates applicants on academic 
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ability, personal characteristics, and leadership experience; where informal or formal 
leadership experience outside work settings is also recognized. The benefits of relating 
business theories to their own work experience may thus not take place, but there is 
expected to be stronger openness to learn about alternative business models. 
2.9.d. Pedagogy 
Academic quality is not necessarily contingent on the student quality. More intelligent 
students and better resource endowments certainly facilitate the teaching process, and 
may also generate a more effective learning process. However, academic quality may be 
enhanced not only by procuring better quality students but also by improving the quality 
of students. The important question is what skills do business students need? In recent 
years, US business schools have been criticized for not educating students in skills 
relevant to business. In a widely quoted report from Booz, Allen and Hamilton, business 
education has come under criticism for not training students to meet the needs of 
business. The authors recommend more "courses in communication, leadership, human 
resources, psychology, and other fields that provide graduates with skills vital to 
effectively managing people and team-driven organizations". They suggest that business 
schools should require at least two of every 10 core courses to focus on such subjects. In 
their study of the top 10 business schools, they observed that only half require at least 
two courses on human or organizational management. 
The situation in India looks positive. The core classes offered in XLRI are given in 
Appendix 2. As may be observed, there are numerous classes in the management of 
people. For instance, XLRI requires three classes in Organizational Behavior. There is 
thus considerable attention paid to skills that result in managerial success. 
An important feature common to most business schools in India is the mandatory summer 
project that students need to undertake between their first and second years. Students are 
expected to work with business organizations for two months at least. This is similar to 
internships in the US, except all students are required to undergo this. This allows schools 
to introduce local context in their curriculum, going beyond simply using the American 
textbooks and discussing Japanese principles in the name of the global content. Further, 
many of these schools have strived to cater to the specific needs of the local businesses 
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by offering specific knowledge-based sectoral programs, such as by including real-world 
projects and forging strong interfaces with the industry. 
Considerable diversity exists in the pedagogical approach. The case-based and 
experiential approach is not universally used. In traditional business schools, curriculum 
is influenced by the traditional syllabi-oriented academic pedagogy. The faculty rush 
through topics with a view to complete the course, and deliver lectures using the material 
given in the books. There is often only a limited emphasis on the development of critical 
and analytical reasoning and a sense of scientific inquiry, observation, problem diagnosis, 
and problem solving. Consequently, these graduates show deficient technical and social 
skills; and demonstrate a theoretical and self-oriented attitude. Many companies have 
been concerned that graduates lack a sense of social citizenship and service. Most 
companies had to put "re-education" programs in place, to reorient the graduates to the 
industry they were recruited to. Guided by the mindset in commerce-oriented programs, it 
was traditionally assumed that quality might be enhanced by tougher examinations, 
where they are asked to prepare with large number of topics. However, in reality, 
evaluators typically lower their expectation and award marks liberally so that the 
proportion of students scoring different grades more or less remains constant. Recently, 
there is an increased focus on trying to also test on critical application competencies, such 
as one involving project work. Examinations remain an important element of the 
curriculum, guided by a philosophy that every worthwhile activity must be reviewed, 
monitored, appraised, and fed back to increase efficiency and effectiveness. 
2.9.e.Placement 
Placement is an important aspect of quality. Consistently successful placement indicates 
that the school is meeting the needs of industry. Top ranked business schools have 
excellent placement of their graduates. Almost all the graduates from these schools get 
excellent jobs with extremely high salaries. Some students are even finding employment 
abroad. 
The career focus of many schools may be seen by the efforts made the students for the 
summer internship, and request the companies to provide comprehensive feedback on the 
performance of the summer interns, so as to increase the chances of converting summer 
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positions into full time post-graduation offers. Some schools utilize psychological 
assessment tools to pinpoint capabilities of the enrolled students, and identifying 
promising areas of their concentration. For example, personality mapping may be used to 
predict that a student who is ambitious and extrovert would do better in the marketing 
world, while one with empathy would be suitable for the Human Resource Development. 
In comparing the salaries earned by top ranking MBA students and those from second tier 
schools, it is clear that there is great premium for graduates from the top schools. Yet 
until recently, many of the schools did not have professionally-manned placement 
departments and in some cases, the students were responsible for promoting their schools, 
and for organizing for their placements and for networking needed to establish self-
employment entrepreneurial ventures. 
2.9.f. Faculty Development 
Although a majority of faculty in most Indian business schools do not have a Ph.D., many 
faculty in top ranking schools have Ph.D.s. Further, rather than remaining purely teaching 
institutes, Indian b-schools have encouraged faculty to apply knowledge through 
extension and consulting. Such extension activities help faculty bring real life 
experiences to the classroom, and allow b-schools to augment their resources by sharing a 
part of the consulting fee. 
There exists considerable gap between the desire for a comprehensive mission based on 
research and multi-functional multi-sectoral disciplinary education, and the ground 
realities. As mentioned earlier, faculty in most Indian b-schools do not have a doctorate 
degree. A typical faculty member has only an MBA or equivalent degree, usually with 
several years of industry experience. Limited availability of the qualified doctorate 
faculty is the major reason, but a concern with helping students coimect to the ground 
realities of the managerial practice has also been a paramount factor in the emphasis 
given to the industry experience of the faculty. 
An interesting aspect of business education in India is the use of practitioners to teach 
classes. Often, full-time faculty frequently teach the core courses that are front-loaded 
into the program and that allows them to mentor the students better. The high teaching 
and administrative loads in most schools on the faculty makes the faculty development 
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initiatives quite difficult. However, with increased stability in enrolments, a number of b-
schools are trying to encourage their faculty to write case studies, and to even enroll for 
the doctorate programs; many sponsor their faculty to conferences and training 
workshops. 
Not all top tier b-schools find it easy to blend teaching and consulting. IIM Bangalore has 
enjoyed significant gains in its national and international reputation as a result of the IT 
revolution, and emergence of Bangalore as the Silicon Valley of India. A great number of 
companies have approached IIM Bangalore for assistance in the form of training and 
consulting projects. Similarly, several national and international publishers are 
approaching the faculty of IIM Bangalore for writing textbooks relevant to the Indian 
context. However, IIM Bangalore has been able to meet only part of the demand for its 
services. Further, as a result of an increased demand for its services, IIM Bangalore has 
institutionally adopted an attitude of elitism. As a result, IIM Bangalore is often termed as 
the "Indian Institute of Mismanagement" by the academics in India. A case study is given 
in Appendix 3, which highlights the challenges at IIM Bangalore as it struggles to meet 
increased demand for its services. 
2.9.g. Infrastructure 
While the cost and resource limitations have made the development of infrastructure a 
challenge for most b-schools, the developmental banks have of late become more willing 
to grant loans for viable educational projects. The typical tuition fee for b-schools in 
India is $2,000 per year, or $4,000 for a 2-year MBA program. If the b-school invests in 
excellent infrastructure, including residence dorms, state-of-the-art classrooms, and 
library facilities, backed by initiatives for faculty development, then the breakeven 
number of enrollments comes to about 250 per year; which implies a tuition base of $ 
1 million/year. By offering an additional BBA program, the numbers per batch can be 
ftirther reduced. The critical constraint remains the administration, which has to devote 
time to the infrastructure development, as well as the development of faculty, programs, 
and industry interface for the placements. Most b-schools have therefore started with only 
1 batch of 40-50 students at the MBA and/or BBA level, offering only modest 
infrastructure, and gradually build up scale, scope, and facilities. 
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2.10 Emergence of Private Business Schools and Niche Players 
During" the 1990s, buoyed by high demand for management graduates many private 
entrepreneurs set up management institutes in various parts of India. These programs 
were generally backed by an affiliation with some university, since only universities are 
allowed to a degree in India. However, most used the affiliation primarily as a basis to 
gain credibility in the marketplace, and offered additional autonomous diploma programs. 
While the university affiliated programs had to follow the university norms of curriculum 
and pedagogy, the autonomous diploma programs could be designed with full flexibility. 
Many of these private business schools showed considerable dynamism in understanding 
the changing needs of the local industry, and customizing their diploma programs to 
those needs, thereby establishing their own niches that gained more prominence than the 
university degrees. Illustrative specialized niches for management education include 
agri-business, banking, computer and information technology, construction, cooperatives, 
defense, education, entrepreneurship, finance, hotel resource development, industrial 
relations, international business, marketing, office, pharmaceutical, police, production, 
project, public enterprise, public relations, quality, rural, sports, telecom, tourism & 
travel, and transport. These niches reflect special management needs of the specific 
sectors that the b-schools have tried to cater to. For instance, hospital management has 
become highly popular offering over the recent years. Healthcare is one of the largest 
segments of most industrial economies. Hospital management curriculum has been 
adapted from hotel management, as both hotel and hospital manager oversee fimctional 
areas such as front office, reception, billing, security, finance, marketing, customer 
relations, food and beverages, laundry and housekeeping. In addition, training is offered 
in managing diagnostic and various other patient-care services, which traditionally had to 
be managed only by the senior doctors. Similarly, retail management is being offered by 
some b-schools. Retailing employs about 1 million people in India, but mostly in 
unorganized sector. Most retail stores incur substantial losses, making professional 
programs highly attractive. 
Over the last few years, the Central government and various state governments have 
recognized the entrepreneurial efforts of the private b-schools, and have begun granting 
"deemed" or "private" university status to several private b-schools that have excellent 
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brand names and resource infrastructure. These forces have created a very positive 
climate for the growth of b-schools. In 1991, the number of approved management 
education institutions in India was only about 130, with an annual MBA intake of about 
12,000, comprising of 8000 full-time, 3000 part-time, and 1,000 distance education 
students. The number of approved institutions has now grown to approximately 1,000, 
with an aimual MBA in-take of about 75,000. 
Most notable of the new institutions is the Institute of Certified Financial Analysts of 
India (ICFAI) University. ICFAI's roots lay in a distance education program launched in 
1985, which has since qualified 2,000 plus financial analyst graduates. In 1994, it set up 
IFCAI b-school, which has since grown to nine centers all over India, namely 
Ahmedabad, Bangalore, Bhubaneswar, Chermai, Gurgaon, Hyderabad, Kolkata, Mumbai 
and Pune. All centers offer eight MBA programs in different areas, taught primarily by 
industry practitioners. In 2002, ICFAI received a private university status by the State 
government of Chattisgarh. It also has founded an institute for training management 
rd 
teachers, leading to an award of Ph.D. degree. It has gained 3 rank among B-Schools set 
th 
up post-1991 liberalization and 7 rank among non-IIM B-schools. With rapid growth, it 
already boasts of 2,700 plus alumni. 
IGNOU (Indira Gandhi National Open University) is another institution that has helped 
extend management education to the masses. IGNOU is an apex 'open learning and 
distance education' institution, which enrolls several thousand students in its under-
graduate and graduate business education degree programs via distance learning. 
Recently, it also launched 'Gyan Darshan'-- the educational TV channel and the 'Gyan 
Vani'— the FM radio network comprising of 40 channels, for promoting business and 
technical education in the nation. The charmels deliver course content developed by 
IGNOU faculty, and by faculty of other institutions such as IIM's, to students all over 
India, reaching even rural and other under-developed communities. The courses are 
currently delivered without any cost to the users, and can be used by any body with a 
television or a radio. Instead of a lecture method, the channels offer a mix of educational, 
cultural and musical programs to lift up the mood of the non-conventional students and 
fulfilling their educational needs. The programs also offer an interactive session, allowing 
the students from around the nation to ask questions to experts. Any b-school can provide 
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its taped material to IGNOU for delivery of course content through these channels (Pant, 
2002). IGNOU's approach has proved highly valuable in the Indian context, where 
education as a whole itself remains a luxury consumption item even in urban India. In 
urban India, the elasticity of consumption for education is 1.62, i.e. a 1% rise in total 
family expenses leads to a 1.62% increase in the education expenditure. 
Emerging Role of the Global Factor 
While the internal efforts remain paramount in quality enhancement initiatives, the global 
factor is also begiiming to play a role. Several overseas b-schools from the US, the UK, 
Ireland, Australia and France have been prominent in India. Most of these are focused on 
attracting Indian students to their home campuses, riding on the increase in the incomes 
of the upper middle class segment in India and the willingness of the commercial banks 
in India to offer loans for overseas education. Every year, about 7,000 applicants take 
GMAT from India, and about 35,000 books on GMAT are sold. Many Indian B-schools 
have leveraged the growing interest of foreign universities in recruiting Indian students to 
obtain "international validation." Under this system, the foreign b-school certifies quality 
assurance on issues such as curriculum content, content delivery, and evaluation 
procedures. The level of commitment by the foreign b-school varies, and ranges from 
provision of its own curriculum and visiting faculty, to assistance in developing local 
curriculum and in developing local faculty resources. For instance, Indian School of 
Business (ISB) offers graduate degree in business, validated by the Wharton School, 
Kellogg's and London Business School. These programs allow the foreign universities to 
reach out to the students who may be interested in visiting overseas for only one or two 
semesters, and help the Indian b-schools harmonize their curriculum with the 
international standards. In some cases, the foreign b-schools are also able to secure a 
share of tuition revenue, which are used to provide opportunities for their faculty to visit 
and consult in India. 
Many b-schools have launched successful programs where the students cover part of their 
program in Indian institution, and the rest in the foreign institution overseas. The study 
abroad programs are less popular, because most students are willing to pay the costs of 
overseas education only if there is an option to get jobs abroad. Therefore, most programs 
offer the students an option to spend final 4-12 months with the foreign partner 
98 
Chapter 2 Management Education 
institution. Further, by including overseas internship as a requirement for graduation, the 
students become eligible to work overseas as an intern without requiring any work 
permit. For instance. Institute of Management Technology (IMT), Gaziabad has a set up a 
Global MBA program with Fairleigh Dickinson University (FDU), USA. The students 
split their coursework in India and in the US, and are required to do a six-month 
internship in the US. IIM Bangalore participates in a unique model of global program. It 
delivers an International Masters in Practicing Management jointly as part of a 
consortium, with INSEAD (France), McGill University (Canada), Lancaster Business 
School (UK) and Japanese and Korean universities; wherein students spend time at 
different locations and are from different nations. The program, conceived by Professor 
Henry Mintzerg, focuses on issues from the participant's own organization while using 
different learning contexts over the course of the program. 
Many leading Indian companies - such as Tata Group, the Birla group, Madura Coats, 
Cargill India, Godrej, and Wipro - are giving a fillip to international initiatives by 
regularly bringing in overseas faculty, such as from Harvard, Wharton, Kelloggs, and 
London Business School, for holding short-term classes at their site (Bhupta & Kothari, 
2003). In response, some foreign business schools have launched special executive 
programs in India. The University of Michigan runs a two-week Global Program for 
Management Development in Bangalore targeted at 30-35 senior manager level 
participants from a select group of 30 companies, whose CEOs participate in another two 
day program every year. 
At the same time, the Government of India is beginning to push India as a destination for 
management education, especially for the students from Asia and Africa. Because their 
affinity in terms of culture, climate and in some cases language, Indian institutions in 
south India, for instance, are expected to be successful in attracting Sri Lankan students. 
Offering programs for the executives and consulting services for the companies in Asia 
and Africa is also seen as a high growth opportunity. These efforts have generated a keen 
recognition of the need to harmonize the Indian b-school system, including curriculum, 
teaching-learning process, and methods of evaluation, with the international standards 
(Economic Times, Feb 7, 2003). 
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An interest is beginning to emerge in benchmarking and learning from the success of the 
Indian IT education model for expanding overseas, and catering to the lucrative corporate 
market. In 2003, India's software education market was $325 million. The market leader, 
SSI/Aptech group, had 3,200 branches of a franchise-oriented business, followed by 
2,400 franchisees of NUT. During 2000's, SSI/Aptech's revenues from overseas centers 
grew at the rate of 50% armually. The most successful of its overseas operations were in 
China, where it ran 90 centers through a joint venture, formed in 2001, with an affiliate of 
Beijing University, with revenues of $5.6 million in 2002. It had translated its English 
courseware used in India into Chinese, and had trained Chinese faculty in its Indian 
centers. Its biggest rivals in China included NUT with 100 centers, and Singapore's 
Informatics Holdings (Economic Times, Feb 14, 2003). The success of the IT education 
model in the corporate training market is also catching the attention of the business 
schools. Tata Infotech, for instance, uses blended IT training modules that include both 
"off-the-shelf and customized content" for targeting both domestic as well as overseas 
customers. Similarly, New Horizons, the global leader in IT education, has entered the 
Indian market through collaboration with Shri Ram Group, with a focus on corporations 
seeking to develop an IT strategy, and on India's booming back-office industry which 
offers global firms services such as call centers and payroll processing (Economic Times, 
Feb 19, 2003). Such global exchange offers an excellent opportunity to Indian business 
schools for global brand building, global reach, and cross-pollination of ideas and 
academic models. However, without appropriate governance system, an attempt to 
introduce global exchange could prove to be quite counter-productive, such as by 
creating negative country of origin impressions in the world. 
100 
Chapter 2 Management Education 
2.11 Emerging Challenges to Management Education 
Higher'^ Education sector is one of the fastest growing sectors and has translated itself 
into a stature of an Industry. The commerciaUzation and economic orientation of 
education in a knowledge driven economy has lured many business organizations to enter 
this field with increased focus on profit and revenue model, rather than academic model. 
In tandem with such rapidly escalating demand for MBAs, the number of business 
schools in India has grown from merely 118 in 1989 to 1020 in 2004 with more than 1.5 
lakh students competing for admission to prestigious business schools each year. Because 
of above dynamism in the market for professional higher education, discerning and 
demanding customer (both student and the industry), and formation of various growth 
pockets with differential growth rates, business schools today have to respond to socio 
economic needs of the society and address the issue of creating business leaders in global 
perspective. 
Another important challenge which management education is facing in India is its biased 
urban phenomenon. Most of the students in urban cities seek to join an MBA and 
graduates from these business schools also look forth to employment opportunities in 
urban India, depriving rural and smaller towns of managerial talent. When more than 
70% of population resides in rural India, business schools also need to extend themselves 
to these cities. Rural areas have a host of entrepreneurial and agriculture opportunities, 
which if managed professionally can not only trigger the wealth generation but also help 
in nation development. However, very few professional education institutions have 
realized this and very few students enroll themselves to these courses, as the short term 
benefits accruing from these areas do not appear lucrative both monetarily and 
non-monetarily. 
The following factors in the Input-Output model of business schools are found to be 
crucial to effective teaching-learning process and pose an impending challenge to 
Business schools in present global business environment. 
• Role of Business Curricula in Global Context 
• Research Culture 
• Strengthening Industry Academia Interface 
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• Brand Building 
• Academic Leadership 
Challenges in Business Education: 
The''* most important challenge for Business education in India centers around the fact 
that the high quality education is limited to the top tier schools. The number of students 
graduating from these schools is miniscule compared to needs of the country. The fact 
that there is such a difference between the top tier and next level leads to numerous 
problems that we will discuss below. It must, however, be noted that the second tier of 
business schools, especially the ones that have emerged over the last two decades, have 
also created several pockets of excellence, which are of high quality. In our analysis of 
the quality of business institutes, we pointed out that the top-tier business institutes have 
merit based selection. However, to do well in the selection, a student should have had top 
class prior education. In most cases, such education is expensive and not affordable by 
the majority. So the playing field is not even in the first place. Further, the entrance tests 
are in English, which handicaps an otherwise brilliant student who studied in rural areas 
and is less familiar with English. Thus, despite the merit based entrance exam, in reality, 
getting admission into the IIM's is not something that is within the reach of most Indians. 
If indeed the quality of education in most other institutions falls short of that at top tier 
schools such as IIM's (as the premiums in starting incomes earned by IIM graduates 
suggest), then one cannot expect graduates from top tier schools to add as much value to 
their workplace as they could if their peer group also received an enhanced quality of 
management education. Another problem with the big difference in quality of education 
leads to an elitist mentality. As institutions attain success, some become wrapped up in 
their reputation, and lose focus on real accomplishments. This attitude rubs off to 
students graduating from such institutions. Often, applicants who gain admission into any 
of the top schools, tend to view themselves in elitist terms, and enact behavior such as 
looking down at those from second tier schools. However, considering that most of their 
colleagues in their workplace will have degrees from less prestigious institutions, such an 
attitude will come in the way of teamwork that is becoming increasingly important in 
organizations today. A focus on real accomplishments rather than taking refuge in 
belonging to an elite group is likely to make these graduates more effective. 
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Although there are many reasons for this wide difference in quaHty of business education 
in India, one important reason is likely to be the absence of a body that all institutions 
look up to set standards like the AACSB in USA. Although there is an apex body the All 
India Council for Technical Education (AICTE) that is responsible for defining the basic 
framework for quality of the business-education and approving entry and expansion of all 
institutions, there are in practice, many problems that undermine its effectiveness. AICTE 
requires at least 1,200 contact hours for the MBA program, in addition to 6-8 weeks of 
summer internship and field projects, divided over 2 years for the full-time format, and 3 
years for the part-time and distance learning formats. The applicants are to be admitted 
on the basis of a national or regional level written test to assess their aptitude and 
preparedness for learning of management, performance in group discussion and 
interview, behavioral and personality trait tests for professional aptitudes, and prior 
academic record and work experience. A variety of pedagogical approaches are 
encouraged beyond lectures, including case studies, group and individual exercises, class 
assignments, project work and presentations, role play, and management games. Each 
core faculty is expected to teach up to six courses a year, with an additional four course 
load equivalent time devoted to research, executive development programs, academic 
administration, and consulting. Recommended faculty-student ratio is 1:60. Each 
institution is required to have a minimum of 7 core full-time faculty, who then serve as 
anchors for the part-time, visiting or guest faculty equivalent to at least three additional 
full time. 
All proposals for entry or expansion must first through the concerned state government in 
case of autonomous institutions or through the University Grants Commission in the case 
of public universities. The AICTE is responsible for giving final approval.faculty. A 
library with at least 30 journals, and at least 200 titles in each of the subject areas, must 
also be maintained. Finally, sufficient computer and instructional technology and aids are 
required. These criteria define the minimum entry barriers. Recently, to'encourage a 
process of continuous review, AICTE has also launched National Board of Accreditation 
(NBA), using a benchmarking system with regard to factors such as physical 
infrastructure, quality of inputs, and faculty training. However, falling standards of 
schools approved by AICTE dropped its credibility. It is reported that many business 
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schools got AICTE approval on the basis of attractive project plans, which never got 
implemented, so that some of them operated "virtually from sheds and garages." 
(Raghunath, 1998) The result is that most b-schools have abstained from seeking 
accreditation under NBA. 
A further factor limiting the popularity of what might have potentially been a national 
accreditation standard is the availability of substitutes. For instance, in 1998, All India 
Management Association (AIMA) used ISO 9000 to develop a quality assurance system, 
known as QBS 1000. QBS 1000 program determined and assessed b-school's quality and 
processes and certified their capacity across crucial and desirable parameters. The QBS 
1000 system was intended to evaluate quality at 100-plus institutions associated with 
AIMA (Raghunath, 1998). Many other independent b-schools also found ISO an 
attractive option for developing and branding their institutions. But at this point, it is not 
clear that there is any widely used accreditation system. 
Despite the lack of consistency in quality of business education, high demand for 
business graduates and liberalization have led to the two innovative trends the emergence 
of private business schools and niche players and the increased globalization of business 
education. Management Education New Challenges'^ are: 
• Faculty Development 
• Development of Teaching Material and Case studies 
• Post-Experience and Distance Learning Programmes 
• Institution-Industry linkage 
• Restructuring of the existing P. G. Management Programmes 
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Chapter 3 Literature Review 
3.1 Need for Service Quality Research 
Providers of professional services recently have awakened to consumer challenges, 
competition, and the realities of marketing. As client sensitivity increases, competition 
expands and intensifies, and professional malpractice suits become more commonplace, 
the issue of evaluating professional service quality has emerged as a topic in need of 
investigation. For evaluating these services gap analysis is an appropriate approach for 
examining the evaluation of professional services. Such approach makes possible the 
identification of perceptual gaps between parties. 
The major purpose of this research is to explore service quality of Management Institutes 
of Northern India. The findings will provide special empirical insights for perceptions of 
expectations of service quality between Management, Staff and Students. 
Moreover literature survey shows that no research has been done before on the 
Management Institutes service quality so there is a need for research. 
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3.2 Objectives and Scope of Research 
To find the Overall Perception of Service Quality of Management, Staff and 
Students. 
To find the Overall Perception of Service Quality Dimensions of Management 
Staff and Students. 
To find the Overall Perception of Service Quality Dimensions of Management. 
To find the Overall Perception of Service Quality Dimensions of Professor + 
Associate/Assistant Professor. 
To find the Overall Perception of Service Quality Dimensions of Sr. Lecturer + 
Lecturer 
To find the Overall Perception of Service Quality Dimensions of First Year 
Students. 
To find the Overall Perception of Service Quality Dimensions of Final Year 
Students.. 
To find the Overall Perception of Service Quality Dimensions of All 
Respondents. 
To find the Overall Perception of Service Quality Dimensions between 
Management and Staff. 
To find the Overall Perception of Service Quality Dimensions between 
Management and Students. 
To find the Overall Perception of Service Quality Dimensions between 
Management and Professor + Associate/Assistant Professor. 
To find the Overall Perception of Service Quality Dimensions between 
Management and Sr. Lecturer + Lecturer. 
To find the Overall Perception of Service Quality Dimensions between 
Management and First Year Students. 
To find the Overall Perception of Service Quality Dimensions between 
Management and Final Year Students. 
To find the Overall Perception of Service Quality Dimensions between Professor 
+ Associate/Assistant Professor and Sr. Lecturer + Lecturer. 
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• To find the Overall Perception of Service Quality Dimensions between First Year 
and Final Year Students. 
• To find the Overall Perception of Service Quality Dimensions between Colleges 
More then or Less then Ten Year of Establishment. 
• To find the Overall Perception of Service Quality Dimensions Between Different 
Respondents Category 
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3.3 Service Quality Gaps Drawn from the Literature 
Some of the most influential models in the service management literature (Gronroos', 1990; 
Parasuraman et al., 1985) focus on the concept of service quality gap (SQG). Parasuraman 
at al. (1985) define a pioneering model with five SQGs, the concepts of which are amplified 
in Brogowicz'' at al.'s (1990) model. The latter has five types of encompassing gaps: 
information and feedback-related gaps; design-related gaps; implementation-related gaps; 
communication-related gaps; and customers' perceptions and expectations-related gaps. 
Additionally to this model amplification, other authors (e.g. Brown & Swartz^, 1989) have 
pointed to relevant SQGs that have not been considered previously. 
Current models and a group of SQGs dispersed through the literature in a new comprehensive 
model. It draws a link between the model and the stages of a strategy process, emphasizing 
the SQGs impact on the process and raising relevant research questions. 
Several references to possible quality inconsistencies, some of which are explicitly 
formalized as SQGs, were collected from the literature and are listed in the rows of Table. 
The sources from where they are listed in the columns' headings are indicated by a "•" in the 
body of the table. 
The inconsistencies are considered relevant SQGs on their ovm and the resulting group of 14 
SQGs is reordered and renumbered in a logical sequence. These SQGs are defined and 
coherently integrated below as part of a new SQG model. Before that, other elements of the 
model must be introduced. 
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Table No.: 3.1 Quality inconsistencies/gaps drawn from the literature 
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Elements of the model 
A management model should identify and relate those key elements that require systematic 
management attention (Brogowicz^ et al., 1990). The elements proposed to fit in the model 
are: 
• Management's perceptions of customer expectations and perceptions about the 
service; 
• Vision, mission, service strategy and directions to eliminate the gaps; 
• Service analysis, translation of perceptions into service quality specifications 
and service design; 
• Financial and human resources (HR) management; 
• External communication; 
• Service delivery system (production, delivery and 'part-time' marketing). 
Service expectations 
Service perceptions 
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• Directions to prevent and eliminate gaps 
X 
M^anagement's perceptions of customers expectations and perceived service 
Figure No.: 3.1-Service quality gap model: basic elements and some 
fundamental relationships. 
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Figure No. 3.1 shows the elements have some fundamental relationships between them, 
namely: 
• Management's perceptions influence mission, strategy and directions to eliminate 
gaps; 
• mission and strategy's influence on HR management, financial management, service 
specifications and design, external communications and delivery system; 
• external communications influence consumer expectations and perceptions; 
• relationships between specifications, finance, HR management and the service 
delivery system. 
Figure No also shows the basic elements of a service delivery system and their tangibles, 
support systems, support personnel and contact personnel. The elements of the model and the 
relationships established are drawn or synthesized from shostack^ (1984), Parasuraman^ at al. 
(1985). Adams and Coleboume^ (1989). Brown and Swartz'° (1989), Rosander" (1989), 
Brogowicz'^ et al. (1990), Gronroos'^ (1990), Gummesson''' (1990), Lovelock'"^ (1992) 
Christipher'^ et al (1993), Irons'^ (1994), Bateson'^ (1995) and Nermann'^ (1995). 
A Synthesized Service Quality Gap Model. 
The SQG model proposed here integrates contributions from above and other studies. Fig 3.1 
shows the model, incorporating the elements already mentioned, and the 14 SQGs identified. 
Definitions for the SCGs are outlined in this section. 
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Figure No : 3.2- Service quality gap model 
Gap 1: Management perceptions 
Zemke and Schaaf^° (1989) note that "left to [their] own devices, [managers and personnel] 
pay more and more attention to things of less and less importance to the customer". As a 
consequence, they remain blind to what customers actually value. Some of the 'deices' and 
causes for this blindness are managers' and personnel's' education, habits developed over 
time and company policies and procedures, especially relating to marketing research and 
communication (zeithaml^' at al., 1988; Zemke & Schaaf^^ 1989). 
Gap 1 is defied here as a management lack of understanding of customers' expectations and 
perceptions of the service, motivated by both lack of initiatives to listen to customers (Zemke 
i i ; 
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& Schaaf^ ,^ 1989) and by a lack of correct understanding when these initiatives are taken 
(Parasuraman '^* at al., 1985). The gap can be further enlarged to include a lack of 
understanding of other external information. 
Gap 2: Service quality strategy 
Strategy relates the service organization to its environment and defines the way it wants to 
compete. Service quality strategy precis the organization's competitive scope and its concept 
of quality, through a selection of, and positioning on, the fundamental quality dimensions it 
wants to compete with (e.g. tangibles and empathy). 
Quality dimensions are correlated (Parasuraman^^*^^^ at al., 1988, 1991) and, sometimes, an 
improvement in one may be achieved only at the expense of another (Garvi , 1987). The 
challenge is to choose a balanced combination and positioning (Garvin , 1987; Haywood-
Farmer^^, 1988). Highly concentrating on some dimensions may also constitute an 
appropriate strategy, but may lead to disaster (Haywood^'^-Farmer, 1988). 
Finally, service quality strategy is a set of guideline that provides orientations for everyone in 
the organization. It should be thoroughly communicated, should be meaningful for personnel 
and should distinguish the organization from others. Failure to forge and communicate a 
coherent service quality strategy is a serious SQG. 
Gap 3: Service design and service quality specifications in terms of customers' 
expectations. 
Specifications, along the strategic quality dimensions, are useful to define what quality is. 
Frequently, organizations do not possess any kid of formal specifications, which results in 
aggravated service variability and lower quality (Zemke & Schaaf^', 1989). Specifications are 
required to guide personnel in their activities. Specifications are also required as a means of 
comparisons for effective quality evaluation. Setting adequate specifications does not mean 
total standardization, but requires an analysis and design of the total service, i.e. of every 
moment of truth. From these ideas, gap 3 is defined as: 
• a lack of analysis, design and definition of service quality specifications, or when 
specifications exist; 
• an inconsistency between those specifications ad the strategy content or the 
perceptions management held of customers' expectations. 
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Several factors can originate this gap, for instance lack of management commitment to 
service quality and short-term profit orientation (Zeithaml et al., 1988). 
Gap 4: Quality supportive financial function 
Although a vital function to the service organization, finance involves little customer contact, 
expect for billing payment and credit activities (Lovelock^'', 1992). This is one reason why it 
has been neglected in the service literature. Financial management, in service organizations, 
has bee also been mainly as a constraint and a obstacle to other functions (Adams & 
Coleboume^^ 1989). 
Adams and Coleboume^^ (1989) suggest an 'enlightened' approach to finance in service 
organizations. This consists of more participative and positive approach where far from being 
an obstacle, it contributes to strategic planning, costing systems, personnel motivation, 
quality control, continued solvency, and keeping outsiders' confidence in management 
(Adam & Coleboume^^ 1989). 
In particular, there is a need to distinguish 'good costs' that improve organizational 
capabilities from 'bad costs' that increase bureaucracy (Gronoos , 1990). Doing this will, 
probably, require a substantial effort, undertaking, co-operation and goodwill from financial 
managers and persoimel to avoid traditional methods and arguments. 
Gap 5: Internal communications 
Zemke & Schaaf (1989) insist that service strategy has to be communicated over and over 
again to everyone; the "employee at all levels must be aligned with a single vision of what the 
organization is trying to accomplish". Effective internal communications is the requisite for 
integration and harmony in the service organization's activities and quality. Internal 
communications is not just about strategy, it has to do with managers listening to employees, 
receiving feedback about the employees' perceptions of the organization's performance on its 
fundamental quality dimensions. It also involves: managers working with and listening to 
other managers, thus sharing problems and solutions; managers giving information to 
employees, about their individual performances, thus contributing to individual 
improvements; and prompt horizontal and vertical communications, thus flattening and 
inverting the hierarchical pyramid (Gronroos'^ ^, 1990; Irons'*'', 1994). 
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Gap 6: Integration/co-ordination 
Integration between every employee, every activity, every department and every function is 
fundamental for service quality strategy's success. The need for integration efforts arises 
from the differentiation of jobs and functions in the organizations. This differentiation implies 
differences in cost/revenue orientations, policies and in specific external environments, which 
can easily lead to misunderstandings, lack of co-ordination and eve conflict (Lawrence & 
Lorsch'*', 1967; Lovelock''^, 1992). Integration can be achieved through several distinct 
devices for instance, promoting employees' mobility inside the organization, cross-training, 
task forces, team projects, supervision and, basically, good internal communications (cf 
Lawrence & Lorsh'*^ 1967: Lovelock''^ 1992; Mintzberg'*^ 1979). There are two sides to 
integration. One is that every job, activity, department and function should be compatible and 
mutually reinforcing (Lovelock"* ,^ 1992; Normarm"* ,^ 1995), the other is that customers must 
never feel ignored, unimportant or abandoned, for example, repeatedly sent from one 
department to another (Gronroos'*^ 1990; Lovelock''^, 1992). 
Gap 7: Co-ordination of other people and/or organizations in the value system 
External co-ordination is also fundamental. If the external organizations n the value system 
are not organized to provide service quality to the final consumer, this lack of understanding 
and co-ordination can result in poorer customer perceptions. Normann and Ramirez^^ (1993) 
report that several organizations have achieved a total reconfiguration of the value 
constellation to which they belong, with benefits to every member of the network and 
consumers. Thus, suggests that service firms "have to extend their organizing capability well 
outside their own company"; that they have to 'organize' their client; and that they can 
benefit from doing the same even with "groups or sectors normally regarded as separate. 
Gap 8: Selection, training, and adequate level of autonomy, power and rewards to 
personnel 
The importance of functional quality in service industries makes HR management highly 
important. HR management involves selection, training, giving adequate levels of autonomy, 
setting standards/ objectives, accessing individual performance, helping people where help is 
needed and, finally, rewarding them for their achievements. The right people should be 
selected and the tendency to recruit quickly, accepting candidates with inadequate attitudes, 
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values and skills, should be avoided (Zemke & Schaaf^', 1989). Selected people are trained to 
enhance skills, improve attitudes towards customers and learn about the services offered. 
These people can be slowly vested with substantial responsibility, enabling them to solve 
customer problems in a more autonomous and satisfactory way to both parties (Irons , 1994; 
Zemke & Schaaf", 1989). Contact personnel are encouraged to feed back information about 
customers' expectations and perceptions. Finally, personnel are rewarded for excellent 
service quality and their achievement is made public (Zemke & Schaaf '^', 1989). Inability or 
unwillingness coherently to manage personnel constitutes a significant SQG. 
Gap 9: Service delivery 
Service delivery is an inconsistency between service design/service quality specifications and 
the service quality actually by the service delivery system. The inconsistency may be 
technical quality and/or process quality-related. It can be analyzed more precisely using the 
strategic quality dimensions selected. This means that on each of these dimensions can be 
found a SQG. Thus, gap 9.1 to 9.A^  can be defined, A^  being the number of strategic quality 
dimensions. Gap 9.1 for example, might be a difference between the designed level of 
reliability and the level of reliability actually delivered by the system (see Brogowicz^^ et 
al.'s (1990) disaggregation of Parasuraman^^ et al.'s (1985) gap 5). Gap 9 can, consequently, 
be defied as a function of gaps 9.1 to 9.N. Such gaps result from employees' inability or 
unwillingness to perform (Zeithaml^^ et al., 1988). 
Gap 10: External communications 
External communications is an inconsistency between what is externally communicated 
(promised) and what the service delivery system is actually able to provide the customers 
with. Several factors may contribute to the origin of the gap: a lack of communication 
between the Marketing Department's members and the Operations Department's members, a 
propensity to over promise (Zeithaml^^ et al., 1988), or an inability to communicate clearly 
and accurately the benefits of the service offered to the customers (Brogowicz^^ et al., 1990). 
In order to use adequately and to appreciate fiilly the choices that the organization offers, the 
customer has to be in possession of accurate and comprehensive information. It may be 
necessary to use more than one communication means to inform, persuade and educate the 
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customer. Designing services to be user friendly will simultaneously facilitate consumer use 
and external communication. 
Gap 11: Contact personnel's perceptions of customers' expectations 
This gap consists of a discrepancy between the contact personnel's perceptions of customers' 
expectations and the customers' real expectations (Brown & Swartz^", 1989). 
Gap 12: Contact personnel's perceptions of customers' experiences 
Similar to the previous gap, gap 12 consists of a discrepancy between the contact personnel's 
perceptions of customers' experiences and the customers' real experiences (Brown & 
Swartz^', 1989). 
These gaps can have most impact on professional services, where "professional' perceptions 
most directly affect the design and delivery of the services offered" (Brovm & Swartz^^, 
1989). But, even in other services, theses gaps can have a significant impact, because they 
address the need of contact employees to understand a customers' expectations and 
experiences. Specifically, when gap 11 is nil, the employee will have evaluated correctly the 
customers' expectations, and when gap 12 is nil, his perceptions. In conjunction, theses two 
gaps will affect the contact employee's perceptions of his interlocutor's assessment of the 
quality he is being provided with and the employee's subsequent behaviour. 
Gap 13: Consumer perceptions 
Consumer perceptions is the difference between what consumers expect from the service and 
what they actually perceive of it. The need for managers to access customers' expectations 
and their perceptions of the quality provided should be emphasized here. Such as assessment 
should be constant or, at least, periodic. It should encompass the totality of the service 
offering, i.e. including every moment of truth, and it should be done for each of the strategic 
quality dimensions. Gap 13, thus, can be disaggregated into gaps 13.1 to 13.N, according to 
the A'^  strategic quality dimensions, just as suggested for gap 9. 
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Gap 14: Service quality evaluation 
Setting standards is not sufficient to ensure that a quaUty service is being offered. Accurate 
measures are essential for monitoring and for effective quality management. Measuring is an 
objective way to monitor service quality, but personal observation is also important. This 
should not be confounded with 'police action'. Several methods can be used to measure 
quality, however, the best measurements that can be devised "mirror and validate the details 
of [the organization's] service strategy" (Zemke & Schaaf^ ,^ 1989). Standards are set 
according to essential strategy elements and measurements must focus on the same 
fundamental variables (Gravin '^*. 1987). 
Importance of SQGs to a strategy implementation process 
From the definitions above, it can e seen that SQGs occur during day-today activities and that 
some may occur during the strategy formulation and implementation process. The SQG can, 
thus, be mapped accordingly. Table shows in which of three simple stages of the strategy 
process each of the gaps is most likely to occur. 
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Table No: 3.2 Relationships between the stages of the strategy process and the SQGs 
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Gaps 1 to 7 can occur even discerning customers needs and strategy. Gaps 3 to 8 can occur 
during development of the organization's capabilities. Finally, gaps 5 to 14 can occur during 
day-to-day delivery activities. 
If any group of SQGs occurs during strategy formulation or implementations, the process is 
flawed. In hat case, it is probable that the SQGs will become engraved in the organizational 
processes, routines and culture. All the subsequent organizational activity will be severely 
affected; the strategy implementation will be considered unsuccessful; and the organization's 
competitiveness will be endangered. This reasoning indicate that some SQGs might be 
conceptualized both as impediments to quality and as impediments to effective strategy 
implementation. It also suggests that prevention ad elimination of SQGs should occur 
previous to, during and after the strategy process. Thus, an understanding of SQGs becomes 
necessary before starting any quality strategy formulation and implementation process. 
This line of reasoning raises some questions: How are the SQGs related to the process of 
strategy formulation and implementation? What more specific stages are casually involved I 
the strategy process? What gaps can occur at those more specifically defied stages? What 
organizational variables are affected by each gap? What organizational variables can be used 
to prevent and eliminated the gaps? At what stages? Is the manipulation of organizational; 
variables at one specific stage capable of eliminating any specified gap? Will the gap recur? 
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3.4 Review of Literature 
Service Quality has received a large amount of attention among the marketing scholars 
in 1980's and at the beginning of the 1990, as such is relatively a young academic 
discipline, boasting only some two decades of research (Reynoso & Moores^^ 1995) 
Services are economic activities that create value and provide benefit for customers at 
specific times and places as a result of bringing about a desired change in or on behalf 
of the receipt of service (Lovelock^^ 2002). 
Quality is regarded as a degree of excellence (Zeithaml^^, 1996) or conformance to 
requirements and means that a product should be build according to formally stated 
specifications and quality is achieved when a product is produced the way it's 
supposed to be. It is a quest for perfection, which is as old as human existence (Mekoth 
andHegde^^ 1995). 
The idea of service quality is based on the comparison that customers make between 
their expectation and about a service and their perception of the way the service has 
been performed (Lewis and Booms^^, 1983; Lehtinen and Lehtinen^°, 1982; 
Parasuraman^' et al., 1985). As relatively less research has been done on the topic of 
education quality (Cheng , 1995a), it is a vague and controversial concept in research 
and policy discussion. To different people, the definition may be different and so the 
indicators used to describe education quality may be different (Fuller^^, 1986; 
Hughes '^*, 1988). Some may emphasize the quality of input to the education system, 
where as others emphasize the quality of processes and outcomes. No matter whether 
referring to input, process, outcome or all of these, these definition of education quality 
may often be associated with fitness for use, the satisfaction of the needs of strategic 
constituencies (eg., policy makers, parents, school management committees, teachers, 
students, etc.) or conformance to strategic constituencies requirements and expectations 
(Cheng and Tam^ ,^ 1997). The best education, according to National Education Policy 
Commission (1998) is that which does most to enable each other to serve society. 
Education must therefore be appropriate to the needs of each pupil and the needs of 
society (Mahmood^^ 2001). 
The usual debate taking place in service quality are concerns the similarities and 
differences between the constructs of service quality and satisfaction (Athiyaman, & 
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Bathurst^^ 1997; Caruana^^ et al., 1998; Sharma and Chahal^^ 2003; Shemwell et al, 
1998; Parasurman^° et al., 1988). During early stages of service quality research it was 
common to measure perceptions of service quality as a proxy measure of customer 
satisfaction, implying perfect correlation between the two constructs. Now it is more 
common to posit service quality as an antecedent of consumer satisfaction (eg., 
Cronin^' et al., 2000; Spreng and Mackoy^^, 1996). There appears to be a consensus 
emerging that satisfaction refers to the outcome of individual service transactions and 
overall service encounter, where as service quality is the customer's overall impression 
of the relative inferiority / Superiority of the organization and its services (Bitner and 
Hubbert^^ 1994; Athiyaman, & Bathurst*\ 1997). Deruyter^^ et al., (1997), who found 
that an increase in service quality leads to increase in satisfaction. However the reverse 
need not necessary be the case; low perceived service quality may result in high service 
satisfaction e.g. customers may not necessarily buy the highest quality service i.e. 
convenience, price, availability may enhance satisfaction without actually affecting 
customer perception of service quality. Value is seen playing a moderating role 
between service quality and satisfaction. Though subjective, it is more individualistic 
and personal than quality and involves both a get and a give component (Zeithaml , 
1988). An empirical study of indicates that although an offering may not be high in 
terms of quality, the fact a price is competitive, can contribute via-value to good level 
of satisfaction i.e., how the value plays a moderating role between service quality and 
satisfaction. The findings substantiate the salience of satisfaction in services marketing 
confirming that ensuring customer satisfaction should be as much a concern in service 
marketing as obtaining positive service quality judgments (Oliver^^, 1993; Verma^^, 
2001). A recent study revealed that the time consciousness or speed in completing the 
transaction has a great relevance in customer satisfaction (Vyas^^, 2001). Some other 
studies provides evidence that the interpersonal failures are given major importance by 
the customers and that they feel unhappy on account of treatment that is meted out to 
them at interpersonal level (Verma^'', 2001; Sharma and Chahal^', 2003 ; Verma and 
Sobti^^ 2002). 
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3.5 Measuring Service Quality 
The^^ traditional orientation of measuring the quality is quantifiable terms of its collection 
and use no longer offers attainable goals; or does it adequately address the campus 
community's demands for information. New ways to conceive of and measure quality in 
service industry is needed—and alternate approaches emerge in the business sector where 
organizations are increasingly evaluated in terms of their service quality. 
The primary focus of a service industry is service, and service quality is the most studied 
topic in marketing research during the past decade. A repeated theme in the marketing 
literature is that service quality, as perceived by consumers, is a function of what 
customers expect and how well the firm performs in providing the service. 
Through numerous qualitative studies, they evolved a set of five dimensions which have 
been consistently ranked by customers to be most important for service quality, regardless 
of service industry. These dimensions are defined as follows: 
• Tangibles appearance of physical facilities, equipment, persormel, and 
communication materials. 
• Reliability ability to perform the promised service dependably and accurately. 
• Responsiveness willingness to help customers and provide prompt service. 
• Assurance knowledge and courtesy of employees and their ability to convey trust 
and confidence. 
• Empathy the caring, individualized attention the firm provides its customers. 
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Chapter 3 Research Methodology 
4.1 Research Methodolog>' 
The methodology of data collection has been taken from C.R.Kothari a book on Research 
Methodology Methods and Techniques in which the research methodology, research 
problem, research design, sample design, measurement and scaling techniques, methods 
of data collection, processing and analysis of data, sampling fundamentals, testing of 
hypothesis, interpretation and report writing has been given. 
4.1.1 Data Collection in Present Research 
4.1.1.a. Sampling Procedure 
4.1.2.b. Administration of Questionnaire 
4.I.3.C. Testing and Follow Up 
4.1.l.a. Sampling Procedure 
Nearly every survey uses some form of sampling. It simply means taking part of 
some population to represent the whole population. The main reason for sampling is 
economy. To survey every individual in a population using enumeration is 
ordinarily mush too expensive in terms of time, money and personnel. There's really 
no need to survey every individual. Only a small fraction of the entire population 
usually represents the group as a whole with enough accuracy to base decisions on 
the results with confidence. While sampling is extremely practical and economical, 
it has to be done correctly or it will introduce bias or error in the results. The sample 
must be selected properly, or it won't represent the whole. It has to be large enough 
to meet the requirements for reliability- but not too large, or it will waste resources. 
The researcher typically has several options regarding the basic sampling design: 
Random- Every sample unit in the population has an equal chance of being 
selected. The sample represents the population well. The probability of 
sampling error can validly be computed statistically. 
Stratified- The proportion of various types of sample units in the sample is 
controlled by selecting a series of sub-samples of specified sizes. 
Clustered- A series of physical or geographic areas are selected then a specific 
number of sample units are selected proportionally from each "cluster". 
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Convenience- Some samples have a greater chance of being selected than others. 
The sample's representation of the population is inferior. It's invalid 
to compute the probability of sampling error. 
Unstratified- The proportions of various types of sample units will be 
approximately the same in the sample as they are in the entire 
population. 
Unciustered- Respondents are selected randomly (or by convenience) regardless of 
their physical or geographical location. 
Statistics of Samples Taken 
Total No of Management Institutes in India = 900 
Total No of Management Institutes in Uttar Pradesh = 280 
Total No of Management Institutes of Northern India affiliated from UPTU =91 
To start with population of the study researcher found that there are 91 Management 
institutes approved by A.I.C.T.E and affiliated from Uttar Pradesh Technical University, 
The institutes have been selected on the basis of their establishment of years. 
a) Institutes exist more or equal to Ten Years. 
b) Institutes exist less then Ten Years. 
Management includes: Director and Assist. Director 
Staff includes : Prof, Assistant Prof, Associate Prof, Sr. Lecturer and Lecturer 
Students includes : Students of First year and Final year are randomly selected 
according to roll list. 
• If institute is having 60 seats then every fifth student has been selected. 
• If institute is having 120 seats then every tenth student has been selected. 
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To determine the respondent sample size researcher has used this formula 
Sample Size Calculation 
N= Sample size 
Z= 95 percent confident level 
S= Total Sample 
E= Range of Error 
n = 
zs (l .96 X91 -00 ) -I 2 
32 .00 
178.36 
32.00 
= (5.57y 
n=3\ 
Table No. - 3.3 - The summary of the sampling is as under 
Respondent Type 
No of Questionnaires Filled By Management 
No of Questionnaires Filled 
By Staff: Prof. 
Assist Prof./ Associate Prof. - AP 
Sr. Lecturer 
Lecturer 
No of Questionnaire Filled 
By Students: First Year 
Final Year 
Total Respondents 
No of 
Respondents 
31 
11 
33 
24 
62 
155 
138 
454 
No of 
Institutes 
31 
31 
31 
31 
31 
31 
31 
31 
Details of Statistics of Sample have given in Appendix IV, page no 246-250 
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4.1.2.b. Administration of Questionnaire 
The survey questionnaire employed in this study is based on Components of Gaps Model of 
Service Quality through which we need to find the gap level between Management, Staff and 
Student of the Management Institutes of Northern India. 
From these five components of Gaps Model of Service Quality respondents were asked 
to rank the extent to which these components were applicable in that institutes. The five 
point scale represents: 
5 = Strongly Agree 
4 = Agree 
3 = Neither Agree nor Disagree 
2 = Disagree 
1 = Strongly Disagree 
NA= Not Applicable 
4.I.3.C. Testing and Follow Up 
To collect the data from the respondents we have adapted three methods. Firstly by 
sending e-mails with attached questionnaire, secondly by posting to the institutes and 
thirdly by filling directly. After getting questionnaire filled from the 40 respondents, 
minor modifications were made. Three items were deleted and four new were added. 
Thereafter questionnaire were sent. 
The data collected from the respondents is as follows: 
> 31 questionnaire have been filled by the Directors of the Management 
Institutes according to the no of years of establishment of the institute. 
> 130 questionnaires have been filled by the Staff members keeping the no of 
years working in the Institute. 
> 293 questionnaires have been filled by the students of first year and final year 
as they can better analyze the services they have received till date. 
After receiving feedback from respondents a note of thanks has also been forwarded as 
they took time and pain for our research work. 
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4.2 Methodology of Data Analysis 
The present study is based on the objectives as mentioned in the previous section. In 
order to achieve the objectives of the study, purposive sampling technique was used. To 
get the primary data, questionnaire was designed which was partly structured in the light 
of the objectives of the study. 
The collected primary data have been processed and analysed using SPSS. To start with 
overall mean of all the dimensions of service quality has been taken. The mean was then 
compared with the mean of independent variables. In order to know that this difference 
was statistically significant or not, popular independent samples t-test were applied. 
These tests were applied using SPSS. The calculated figures of mean of different service 
quality dimension were then compared to see the significant differences (if any) were 
reported. 
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4.3 Data Analysis in Present Research 
After collecting data on a five point scale each answer was assigned a weight. Then 
average of all the weights given by the respondents has been taken. 
In order to ensure that the results are statistically valid independent sample t- test will be 
applied 
Independent-samples t-test: 
The Independent-samples t-test is used to compare mean scores for a continuous variable 
(that you want to treat as parametric data) by two levels of a categorical variable. 
Independent-samples t-test the research question centers on whether there is a significant 
difference between groups of respondents. 
Tests of Hypothesis: 
If the probability p computed is less than .05, you reject the null hypothesis Ho 
and accept the alternative hypothesis. Otherwise you declare your test 
inconclusive. 
Analysis of Variance (ANOVA) - Between Subjects: 
The analysis of variance works in a similar way to the Independent-samples t-test. The 
simplest way to view Analysis of Variance is that it is used when you want to compare 
scores on a continuous variable that you are treating as parametric data, by the levels of a 
categorical variable with 3 levels or more (remember, an Independent-samples t-test was 
used when the categorical variable had two levels). Apart from that, it works in a similar 
way to the Independent-samples t-test, comparing the average mean score on the 
continuous variables by the levels of the categorical variable. 
We have tested the significance level at 5%. The findings would have been more 
appropriately discussed and analysed at various level of significance. 
After getting the final result we can easily justify the Gaps Model of Service Quality 
between Management, Staff and Student of the Management Institutes of Northern India. 
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4.4 Data Presentation and Discussion 
The data collected from 454 respondents is shown in the form of table in statistics of 
sampling. 
The comparison of overall mean of different dimensions of service quality gap of 
Management, Staff and Students of Management Institutes of Northern India has been 
shown in the form of column graph explaining the overall service quality gap. 
The significant difference and hypothesis is accepted or rejected has been measured and 
shown in the form of tables for overall perception of different dimension of service 
quality gap of Management with Staff, Students, Professor + Associate/Assistant 
Professor, Sr. Lecturer + Lecturer, First year Students and Final year students using SPSS 
independent samples t-test. The overall perception for different dimensions of service 
quality gap has also been measured between First and Final year students and also 
between the establishments of number of years of establishment of Management 
Institutes of Northern India for more or equal to ten years and less then ten years. 
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5.1-Overall Perception of Service Quality Dimensions Between 
Management and Staff 
S.l.a-OveraH Perception of "Reliability Dimension" Between 
Management and Staff 
Group Statistics 
Respondent Category 
Overall Reliability Management 
Staff 
N 
31 
130 
Mean 
3.9171 
3.6912 
Std. Deviation 
.88968 
.87029 
Std. Error 
Mean 
.15979 
07633 
Group statistics shows that the mean values of Management and Staff are 
almost same which shows that they are neither agree nor disagree with reliability 
statements. 
Independent Samples Test 
Overall Reliability Equal variances 
assumed 
Equal variances 
not assumed 
Levene's Test for 
Equality of Variances 
F 
.545 
Sig. 
.461 
t-test for Equality of Means 
t 
1.293 
1.275 
df 
159 
44.712 
Sig. (2-tailed) 
.198 
.209 
Mean 
Difference 
.22584 
.22584 
Std. En-or 
Difference 
.17469 
17709 
95% Confidence 
Interval of the 
Difference 
Lov»er 
-.11917 
-.13089 
Upper 
,57085 
.58257 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.461 it means significant differences do not exist between mean 
scores of overall reliability dimension for Management and Staff 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
Management and Staff, hence null hypothesis Ho is accepted which means 
Management and Staff perception for service quality is same. 
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5.1.b-0verall Perception of "Responsiveness Dimension" Between 
IVIanaaement and Staff 
overall responsiveness 
Group Statistics 
Respondent Category 
Management 
Staff 
N 
31 
130 
Mean 
3.1355 
2.9477 
Std. Deviation 
,76138 
.72627 
Std, Error 
Mean 
.13675 
.06370 
Group statistics shows that the mean values of Management and Staff are 
almost same which shows that they are neither agree nor disagree with 
responsiveness statements. 
overall responsive Equal varian( 
assumed 
Equal variant 
not assumed 
Independent Samples Test 
Levene's Test for 
quality of Variance 
F 
.363 
Sig. 
.548 
t-test for Equality of Means 
t 
1.282 
1.245 
df 
159 
43.950 
Ig. (2-tailed 
.202 
.220 
Mean 
Difference 
.18779 
.18779 
Std. Error 
Difference 
.14651 
.15086 
95% Confidence 
Interval of the 
Difference 
Lower 
-.10157 
-.11625 
Upper 
.47716 
.49183 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.548 shows that the mean score of 161 respondents (Management 
and Staff) and the separate mean scores i.e 31 Management respondents and 
130 Staff respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness 
for Management and Staff, hence null hypothesis Ho is accepted which means 
Management and Staff perception for service quality is same. 
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5.1. c-Overall Perception of "Assurance Dimension" Between 
Management and Staff 
Group Statistics 
Respondent Category 
Overall Assurance Management 
Staff 
N 
31 
130 
Mean 
3.3118 
2.9872 
Std. Deviation 
.66073 
.82322 
Std. Error 
Mean 
.11867 
.07220 
Group statistics shows ttiat the mean values of Management and Staff are 
almost same which shows that they are neither agree nor disagree with 
assurance statements. 
Independent Samples Test 
Overall Assurance Equal variances 
assumed 
Equal variances 
not assumed 
Levene's Test for 
Equality of Variances 
F 
1.278 
Sig. 
260 
t-test for Equality of Means 
t 
2.043 
2.337 
df 
169 
64,582 
Sig. (2-tailed) 
.043 
023 
Mean 
Difference 
.32465 
.32466 
Std Error 
Difference 
15892 
,13891 
95% Confidence 
Interval of the 
Difference 
Lower 
,01078 
04622 
Upper 
63852 
60308 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.260 shows that the mean score of 161 respondents (Management 
and Staff) and the separate mean scores i.e 31 Management respondents and 
131 Staff respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall assurance for 
Management and Staff, hence null hypothesis Ho is accepted which means 
Management and Staff perception for service quality is same. 
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5.1. d-Overall Perception of "Empathy Dimension" Between 
Management and Staff 
Group Statistics 
Respondent Category 
Overall Empathy Management 
Staff 
N 
31 
130 
Mean 
3.0452 
2,9769 
Std. Deviation 
.68646 
.75806 
Std. Error 
Mean 
.12329 
.06649 
Group statistics shows that the mean values of Management and Staff are 
almost same which shows that they are neither agree nor disagree with empathy 
statements. 
Independent Samples Test 
Overall Empathy Equal variances 
assumed 
Equal variances 
not assumed 
Levene's Test for 
Equality of Variances 
F 
.246 
Sig. 
.620 
l-test for Equality of Means 
t 
.458 
.487 
df 
159 
49.021 
Sig. (2-tailed) 
.647 
.628 
Mean 
Difference 
.06824 
.06824 
Std. En-or 
Difference 
14892 
14008 
95% Confidence 
Interval of (he 
Difference 
Lower 
•22588 
-21325 
Upper 
36236 
.34973 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.620 it means significant differences do not exist between mean 
scores of overall empathy dimension for Management and Staff 
Hypothesis 
Significant differences do not exist in the mean scores of overall empathy for 
Management and Staff, hence null hypothesis Ho is accepted which means 
Management and Staff perception for service quality is same. 
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5.1. e- Overall PerceDtion o1 f "Tanqibiiltv Dimension" Between 
Manaaement and Staff 
Group Statistics 
Respondent Category 
Overall Tangibility Management 
Staff 
N 
31 
129 
Mean 
3.1244 
2.9502 
Std. Deviation 
.71309 
.74331 
Std. Error 
Mean 
.12807 
.06544 
Group statistics shows that the mean values of Management and Staff are 
almost same which shows that they are neither agree nor disagree with tangibility 
statements. 
Independent Samples Test 
Overall Tang Equal variat 
assumed 
Equal variar 
not assume 
.evene's Test for 
uality of Varianc 
F 
.032 
Sig. 
.858 
t-test for Equality of Means 
t 1 
1.181 
1.212 
df 
158 
46.962 
g. (2-tailec| 
.239 
.232 
Mean 
)ifferenc6 
.17426 
.17426 
Std. Error 
)ifference 
.14755 
.14383 
95% Confidence 
Interval of the 
Difference 
Lower 
.11717 
.11509 
Upper 
.46568 
.46360 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.858 shows that the mean score of 160 respondents (Management 
and Staff) and the separate mean scores i.e 31 Management respondents and 
129 Staff respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Management and Staff, hence null hypothesis Ho is accepted which means 
Management and Staff perception for service quality is same. 
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5.3-Overall Perception of Service Quality Dimensions Between 
IVIanagement and Students 
5.3. a-Overall Perception of "Reliability Dimension" Between 
Management and Students 
Group Statistics 
Respondent Category 
Overall Reliability IVIanagement 
Students 
N 
31 
293 
IVIean 
3.9171 
3.5607 
Std. Deviation 
.88968 
.86001 
Std. Error 
Mean 
.15979 
.05024 
Group statistics shows that the mean values of IVIanagement and Students are 
almost same which shows that they are neither agree nor disagree with reliability 
statements 
Independent Samples Test 
Levene's Test for 
quality of Variance 
SIg. t 
t-test for Equality of Means 
Mean 
95% Confidence 
Interval of the 
Std. Frrnr Difference 
df >ig. (2-tailedpifferenceDifference! Lower Upper 
Overall Reliak Equal varlanc 
assumed 
Equal varianc 
not assumed 
.199 .656 2.187 
2.127 
322 
36.189 
.029 .35635 
.040 : .35635 
.16296 .03575 
.16750 .01670 
.67694 
.69600 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of independent Samples Test 
Value of p=.656 it means significant differences do not exist between mean 
scores of overall reliability dimension for Management and Students. 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
Management and Students, hence null hypothesis Ho is accepted which means 
Management and Students perception for service quality is same. 
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5.3. b-Overall Perception of "Responsiveness Dimension" Between 
IVIanagement and Students 
overall responsiveness 
Group Statistics 
Respondent Category 
Management 
Students 
N 
31 
293 
Mean 
3.1355 
2.9679 
Std. Deviation 
.76138 
.72466 
Std. Error 
Mean 
.13675 
.04234 
Group statistics shows tliat the mean values of Management and Students are 
almost same which shows that they are neither agree nor disagree with 
responsiveness statements. 
Independent Samples Test 
overall responsivene Equal variance 
assumed 
Equal variance 
not assumed 
Levene's Test for 
Equality of Variances 
F 
.669 
Sig. 
.414 
t-test for Equality of Means 
t 
1.218 
1.171 
df 
322 
35.992 
Sig. (2-tailed) 
.224 
.249 
Mean Std. Error 
Difference Difference 
.16757 .13753 
.16757 .14315 
95% Confidence 
Interval of the 
Difference 
Lower Upper 
-.10300 .43813 
-.12276 .45789 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.414 shows that the mean score of 324 respondents (Management 
and Students) and the separate mean scores i.e. 31 Management respondents 
and 293 Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness 
for Management and Students, hence null hypothesis Ho is accepted which 
means Management and Students perception for service quality is same. 
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5.3. c-Overall Perception of "Assurance Dimension" Between 
Management and Students 
Group Statistics 
Respondent Category 
Overall Assurance Management 
Students 
N 
31 
293 
Mean 
3.3118 
3.0432 
Std. Deviation 
.66073 
.70254 
Std. Error 
Mean 
.11867 
.04104 
Group statistics shows that the mean values of Management and Students are 
almost same which shows that they are neither agree nor disagree with 
assurance statements. 
Independent Samples Test 
Overall Assurani Equal variance 
assumed 
Equal variance 
not assumed 
Levene's Test for 
Equality of Variances 
F Sig. 
1.370 .243 
t-test for Equality of Means 
t 
2.035 
2.139 
df 
322 
37.551 
Jig. (2-tailed) 
.043 
.039 
Mean 
Difference 
.26860 
.26860 
Std. Error 
Difference 
.13197 
.12557 
95% Confidence 
Interval of the 
Difference 
Lower 
.00896 
.01430 
Upper 
.52823 
52289 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.243 shows that the mean score of 324 respondents (Management 
and Students) and the separate mean scores i.e 31 Management respondents 
and 293 Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall assurance for 
Management and Students, hence null hypothesis Ho is accepted which means 
Management and Students perception for service quality is same. 
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5.3. d-Overall Perception of "Empathy Dimension" Between 
Management and Students 
Group Statistics 
Respondent Category 
Overall Empathy Management 
Students 
N 
31 
293 
Mean 
3.0452 
2.9863 
Std. Deviation 
.68646 
.82434 
Std. Error 
Mean 
.12329 
.04816 
Group statistics shows that the mean values of Management and Students are 
almost same which shows that they are neither agree nor disagree with empathy 
statements. 
Independent Samples Test 
Overall Emps Equal varianc 
assumed 
Equal varianc 
not assumed 
Levene's Test for 
quality of Variance 
F 
2.089 
Sig. 
.149 
t 
.383 
.444 
df 
322 
39.758 
t-test for Equality of Means 
Mean 
iig. (2-tailedpifference 
.702 : ,05881 
.659 .05881 
95% Confidence 
Interval of the 
Stri Frrnr Difference 
Differencei Lower 
.15345 -.24308 
.13236 -.20875 
Upper 
.36071 
.32638 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.149 it means significant differences do not exist between mean 
scores of overall empathy dimension for Management and Students 
Hypothesis 
Significant differences do not exist in the mean scores of overall empathy for 
Management and Students, hence null hypothesis Ho is accepted which means 
Management and Students perception for service quality is same. 
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5.3. e-Overall Perception of "Tangibility Dimension" Between 
Management and Students 
Group Statistics 
Respondent Category 
Overall Tangibility Management 
Students 
N 
31 
293 
Mean 
3.1244 
2.8942 
Std. Deviation 
.71309 
.89388 
Std. Error 
Mean 
.12807 
.05222 
Group statistics shows that the mean values of Management and Students are 
almost same which shows that they are neither agree nor disagree with tangibility 
statements. 
Independent Samples Test 
Overall Tangibi Equal varlana 
assumed 
Equal variance 
not assumed 
Levene's Test for 
iquallty of Variances 
F 
3.402 
SIg. 
.066 
t 
1.387 
1.665 
t-test for Equality of i\^ eans 
df 
322 
40.689 
5ig. (2-tailed) 
.166 
.104 
Mean 
Difference 
.23023 
.23023 
Std. Error 
Difference 
.16594 
.13831 
95% Confidence 
Interval of the 
Difference 
Lower 
-.09624 
-.04916 
Upper 
.55669 
.50962 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.066 shows that the mean score of 324 respondents (Management 
and Students) and the separate mean scores i.e 31 Management respondents 
and 293 Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Management and Students, hence null hypothesis Ho is accepted which means 
Management and Students perception for service quality is same. 
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5.5-Overall Perception of Service Quality Dimensions Between 
iVIanagement and Professor + Associate/Assitant Professor 
5.5. a-Overall Perception of "Reliability Dimension" Between Management 
and Professor + Associate/Assitant Professor 
Group Statistics 
Respondent Type 
Overall Reliability Management 
P+AP 
N 
31 
44 
Mean 
3.9171 
3.7013 
Std. Deviation 
.88968 
.68672 
Std. Error 
Mean 
.15979 
.10353 
Group statistics shows that the mean values of Management and Prof. + AP are 
almost same which shows that they are neither agree nor disagree with reliability 
statements. 
Independent Samples Test 
Levene's Test for 
quality of Variance 
Sig. t 
t-test for Equality of Means 
Mean 
df 5ig. (2-tailedjDifferenGe Difference 
Std. Error 
95% Confidence 
Interval of the 
Difference 
Lower Upper 
Overall Reliab Equal varianc 
assumed 
Equal varianc 
not assumed 
3.900 .052 1.185 
1.133 
73 
53.852 
.240 .21575 
.262 .21575 
.18210 
.19040 
.14717 ' .57867 
16600 ,59750 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.052 it means significant differences do not exist between mean 
scores of overall reliability dimension for Management and Prof. + AP 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
Management and Prof. + AP, hence null hypothesis Ho is accepted which means 
Management and Prof + AP perception for service quality is same. 
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5.5. b-Overall Perception of "Responsiveness Dimension" Between 
iVIanaqement and Professor. + Associate/Assistant Professor 
overall responsiveness 
Group Statistics 
Respondent Type 
Management 
P+AP 
N 
31 
44 
Mean 
3.1355 
2.9773 
Std. Deviation 
.76138 
.72589 
Std. Error 
Mean 
.13675 
.10943 
Group statistics sliows that the mean values of Management and Prof. + AP are 
almost same which shows that they are neither agree nor disagree with 
responsiveness statements. 
overall responslvet Equal varlanc 
assumed 
Equal varlanc 
not assumed 
Independent Samples Test 
Levene's Test for 
quality of Variance 
F 1 Sig. 
.056 .813 
t-test for Equality of Means 
t 
.911 
.903 
df 
73 
62.768 
lig. (2-tailed 
.365 
.370 
Mean 
Difference 
.15821 
.15821 
Std. En-or 
Difference 
.17368 
.17514 
95% Confidence 
Interval of the 
Difference 
Lower Upper 
-.18794 .50436 
-.19181 .50823 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.813 shows that the mean score of 75 respondents (Management and 
Prof. + AP) and the separate mean scores i.e 31 Management respondents and 
44 Prof. + AP respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness 
for Management and Prof. + AP, hence null hypothesis Ho is accepted which 
means Management and Prof + AP perception for service quality is same. 
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5.5. c-Overall Perception of "Assurance Dimension" Between 
Management and Professsor. + Associate/Assistant Professor 
Group Statistics 
Respondent Type 
Overall Assurance Management 
P+AP 
N 
31 
44 
Mean 
3.3118 
2.8939 
Std. Deviation 
.66073 
.86497 
Std. Error 
Mean 
.11867 
.13040 
Group statistics shows that the mean values of Management and Prof. + AP are 
almost same which shows that they are neither agree nor disagree with 
assurance statements. 
Overall Assurar Equal variana 
assumed 
Equal variana 
not assumed 
Independent Samples Test 
Levene's Test for 
jquality of Variances 
F 
1.414 
Sig. 
.238 
t-test for Equality of Means 
t 
2.263 
2.370 
df 
73 
72.471 
5ig. (2-tailed 
.027 
.020 
Mean 
Difference 
,41789 
.41789 
Std. Error 
Difference 
.18465 
17631 
95% Confidence 
Interval of the 
Difference 
Lower , Upper 
.04987 .78590 
.06645 ' .76933 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.238 shows that the mean score of 75 respondents (Management and 
Prof. + AP) and the separate mean scores i.e 31 Management respondents and 
44 Prof. + AP respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall assurance for 
Management and Prof. + AP, hence null hypothesis Ho is accepted which means 
Management and Prof + AP perception for service quality is same. 
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5.5. d-Overall Perception of "Empathy Dimension" Between Management 
and Professor. + Associate/Assistant Professor 
Group Statistics 
Respondent Type 
Overall Empathy Management 
P+AP 
N 
31 
44 
Mean 
3.0452 
2.9364 
Std. Deviation 
.68646 
.77732 
Std. Error 
Mean 
.12329 
.11719 
Group statistics shows tliat tine mean values of Management and Prof. + AP are 
almost same which shows that they are neither agree nor disagree with empathy 
statements. 
Independent Samples Test 
Overall Empa Equal varianc 
assumed 
Equal varianc 
not assumed 
Levene's Test for 
quality of Variance; 
F 
.244 
Sig. 
.623 
t 
.626 
.640 
t-test for Equality of Means 
df 
73 
69.255 
!ig. (2-tailed 
.533 
.525 
Mean 
Difference 
.10880 
.10880 
95% Confidence 
Interval of the 
Stri Frror Difference 
Difference Lower Upper 
.17383 -.23765 .45525 
.17010 -.23052 .44811 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.623 it means significant differences do not exist between mean 
scores of overall empathy dimension for Management and Prof. + AP 
Hypothesis 
Significant differences do not exist in the mean scores of overall empathy for 
Management and Prof. + AP, hence null hypothesis Ho is accepted which means 
Management and Prof + AP perception for service quality is same. 
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5.5. e-Overall Perception of "Tangibility Dimension" Between 
IVIanagement and Professor. + Associate/Assiatant Professor 
Group Statistics 
Respondent Type 
Overall Tangibility Management 
P+AP 
N 
31 
44 
Mean 
3.1244 
2.8344 
Std. Deviation 
.71309 
.88972 
Std. Error 
Mean 
.12807 
,13413 
Group statistics shows that the mean values of Management and Prof. + AP are 
almost same which shows that they are neither agree nor disagree with tangibility 
statements. 
Independent Samples Test 
Overall Tanglbill Equal variance 
assumed 
Equal variance 
not assumed 
Levene's Test for 
Equality of Variances 
F 
.682 
Sig. 
.412 
t-test for Equality of Means 
t 
1.505 
1.564 
df 
73 
71.711 
Sig. (2-tailed) 
.137 
.122 
Mean 
Difference 
.29001 
.29001 
Std. Error 
Difference 
.19269 
.18546 
95% Confidence 
Interval of the 
Difference 
Lower Upper 
-.09402 ': .67404 
-.07972 : .65973 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.412 shows that the mean score of 75 respondents (Management and 
Prof. + AP) and the separate mean scores i.e 31 Management respondents and 
44 Prof. + AP respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Management and Prof. + AP, hence null hypothesis Ho is accepted which means 
Management and Prof + AP perception for service quality is same 
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5.7- Overall Perception of Service Quality Dimensions Between 
Management and Sr. Lecturer. + Lecturer 
5.7. a- Overall Perception of "Reliability Dimension" Between Management and 
Sr. Lecturer. + Lecturer 
Group Statistics 
Respondent Type 
Overall Reliability IVIanagement 
Sr Lect + Lect 
N 
31 
86 
Mean 
3.9171 
3.6860 
Std. Deviation 
.88968 
.95438 
Std. Error 
Mean 
.15979 
.10291 
Group statistics shows that the mean values of Management and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with reliability 
statements. 
Independent Samples Test 
Overall Reliabi Equal variano 
assumed 
Equal variano 
not assumed 
Levene's Test for 
Quality of Variance^ 
F 
.013 
Sig. 
.909 
t-test for Equality of Means 
t 
1.176 
1.215 
Mean 
df 5ig. (2-tailedJDifference 
1 
115 : ,242 1 .23100 
56.612 .229 .23100 
Std. Error 
Difference 
.19649 
.19006 
95% Confidence 
Interval of the 
Difference 
Lower 
-.15820 
-14965 
Upper 
.62021 
.61166 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.909 it means significant differences do not exist between mean scores of 
overall reliability dimension for Management and Sr. Lect. + Lect. 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
Management and Sr. Lect. + Lect., hence null hypothesis Ho is accepted which 
means Management and Sr. Lect. + Lect perception for service quality is same. 
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5.7. b-Overall Perception of "Responsiveness Dimension" Between 
Management and Sr. Lecturer + Lecturer 
Group Statistics 
Respondent Type 
overall responsiveness Management 
Sr Lect + Lect 
N 
31 
86 
Mean 
3.1355 
2.9326 
Std. Deviation 
.76138 
.73026 
Std. Error 
Mean 
.13675 
.07875 
Group statistics shows that the nnean values of Management and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with 
responsiveness statements. 
Independent Samples Test 
overall responsivei Equal varianc 
assumed 
Equal varianc 
not assumed 
Levene's Test for 
quality of Variance 
F 
.546 
Sig. 
.461 
t-test for Equality of Means 
t 
1.312 
1.286 
df 
115 
51.208 
Mean 
lig. (2-tailedJDifference 
.192 : .20293 
.204 .20293 
Std. Error 
Difference 
.15471 
.15780 
95% Confidence 
Interval of ttie 
Difference 
Lower Upper 
-.10352 .50937 
-.11384 .51969 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.461 shows that the mean score of 117 respondents (Management and 
Sr. Lect. + Lect.) and the separate mean scores i.e 31 Management respondents 
and 86 Sr. Lect + Lect. respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness for 
Management and Sr. Lect. + Lect., hence null hypothesis Ho is accepted which 
means Management and Sr. Lect. + Lect. perception for service quality is same. 
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5.7. c-Overall Perception of "Assurance Dimension" Between Management and 
Sr. Lecturer + Lecturer 
Group Statistics 
Respondent Typ 
Overall Assuranc Management 
Sr Lect + Lect 
N 
31 
86 
Mean 
3.3118 
3.0349 
Std. Deviation 
.66073 
.80201 
Std. Error 
Mean 
.11867 
.08648 
Group statistics shows that the mean values of Managennent and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with 
assurance statements. 
Independent Samples Test 
Overall Assurai Equal varianc 
assumed 
Equal varianc 
not assumed 
Levene's Test for 
quality of Variance 
F 
.929 
Sig. 
.337 
t-test for Equality of Means 
t 
1.722 
1.886 
df 
115 
63.960 
>ig. (2-tailed 
.088 
.064 
Mean 
Difference 
.27694 
.27694 
Std. Error 
Difference 
.16082 
.14684 
95% Confidence 
Interval of the 
Difference 
Lower 
-.04160 
-.01640 
Upper 
.59549 
.57029 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.337 shows that the mean score of 117 respondents (Management and 
Sr. Lect + Lect) and the separate mean scores i.e 31 Management respondents 
and 86 Sr. Lect. + Lect. respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall assurance for 
Management and Sr. Lect + Lect, hence null hypothesis Ho is accepted which 
means Management and Sr. Lect + Lect perception for service quality is same. 
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5.7. d-Overall Perception of "Empathy Dimension" Between 
Management and Sr. Lecturer + Lecturer 
Group Statistics 
Respondent Type 
Overall Empathy i\/lanagement 
Sr Lect + Lect 
N 
31 
86 
Mean 
3.0452 
2.9977 
Std. Deviation 
.68646 
.75178 
Std. Error 
Mean 
.12329 
.08107 
Group statistics shows that the mean values of Management and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with 
empathy statements. 
Independent Samples Test 
Overall Empa Equal varlanc 
assumed 
Equal varlanc 
not assumed 
Levene's Test for 
quality of Variance 
F 
.211 
Sig. 
.647 
t-test for Equality of Means 
t 
.308 
.322 
df 
115 
57.738 
;ig. (2-tailed 
.758 
.749 
Mean 
Difference 
.04749 
.04749 
95% Confidence 
Interoalof the 
Std Frror Difference 
Difference Lower Upper 
.15404 -.25763 35261 
.14756 -.24791 .34288 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.647 it means significant differences do not exist between mean scores 
of overall empathy dimension for Management and Sr. Lect. + Lect. 
Hypothesis 
Significant differences do not exist in the mean scores of overall empathy for 
Management and Sr. Lect. + Lect, hence null hypothesis Ho is accepted which 
means Management and Sr. Lect. + Lect. perception for service quality is same. 
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5.7. e-Overall Perception of "Tangibility Dimension" Between 
iVianagement and Sr. Lecturer + Lecturer 
Group Statistics 
Respondent Type 
Overall Tangibility Management 
Sr Lect + Lect 
N 
31 
85 
Mean 
3.1244 
3.0101 
Std. Deviation 
.71309 
.65272 
Std. Error 
Mean 
.12807 
.07080 
Group statistics shows that the mean values of Management and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with 
tangibility statements. 
Independent Samples Test 
Overall Tangibll Equal variance 
assunoed 
Equal variance 
not assumed 
Levene's Test for 
;quality of Variances 
F 
,134 
Sig. 
.715 
t-test for Equality of Means 
t 
.814 
.781 
df 
114 
49.485 
sig. (2-talled) 
.417 
.438 
Mean 
Difference 
.11434 
.11434 
Std. Error 
Difference 
.14039 
.14634 
95% Confidence 
Interval of the 
Difference 
Lower 
-16378 
-.17967 
Upper 
.39246 
40835 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.715 shows that the mean score of 116 respondents (Management and 
Sr. Lect. + Lect.) and the separate mean scores i.e 31 Management respondents 
and 85 Sr. Lect. + Lect. respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Management and Sr. Lect. + Lect., hence null hypothesis Ho is accepted which 
means Management and Sr. Lect. + Lect. perception for service quality is same. 
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5.9-OveraH Perception of Service Quality Dimensions Between 
Management and First Year Students 
5.9. a-Overall Perception of "Reliability Dimension" Between 
Management and First Year Students 
Group Statistics 
Respondent Type 
Overall Reliability Management 
First Year 
Students 
N 
31 
155 
Mean 
3.9171 
3.5751 
Std. Deviation 
.88968 
.83727 
Std. Error 
Mean 
.15979 
.06725 
Group statistics shows that the mean values of Management and First Year Students 
are almost same which shows that they are neither agree nor disagree with reliability 
statements. 
Independent Samples Test 
Overall Reliabili Equal variance 
assumed 
Equal variance 
not assumed 
Levene's Test for ; 
Equalitv of Variances! t-test for Equality of Means 
F 
238 
Sig. t ! df Big. (2-tailed) 
.626 2.054 184 .041 
1.972 I 41.317 ' .055 
Mean 
Difference 
34194 
.34194 
Std. Error 
Difference 
.16646 
,17337 
95% Confidence 
Interval of the 
Difference 
Lovjer 
,01353 
-.00810 
Upper 
,67034 
,69197 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.626 it means significant differences do not exist between mean scores of 
overall reliability dimension for Management and First Year Students 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
Management and First Year Students, hence null hypothesis Ho is accepted which 
means Management and First Year Students perception for service quality is same. 
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5.9. b-Overall Perception of "Responsiveness Dimension" Between 
IVIanaqement and First Year Students 
Group Statistics 
Respondent Type 
overall responsiveness Management 
First Year 
Students 
N 
31 
155 
Mean 
3.1355 
3.0000 
Std. Deviation 
.76138 
.64466 
Std. Error 
Mean 
.13675 
.05178 
Group statistics shows that the mean values of IVIanagement and First Year Students 
are almost same which shows that they are neither agree nor disagree with 
responsiveness statements. 
Independent Samples Test 
overall responsivern Equal variance 
assumed 
Equal variance 
not assumed 
Levene's Test for 
Equality of Variances 
F 
2069 
Sig. 
152 
t-test for Equality of Means 
t 
1.035 
.927 
df 
184 
39.063 
Mean . Std. Error 
5ig. (2-tailed)Difference,Difference 
302 
.360 
.13548 ,13085 
.13548 14622 
95% Confidence 
Interval of the 
Difference 
Lower 
-.12268 
-.16026 
Upper 
.39365 
43123 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.152 shows that the mean score of 186 respondents (Management and 
First Year Students) and the separate mean scores i.e 31 Management respondents 
and 155 First Year Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness for 
Management and First Year Students, hence null hypothesis Ho is accepted which 
means Management and First Year Students perception for service quality is same. 
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5.9. c-Overall Perception of "Assurance Dimension" Between 
IVIanaqement and First Year Students 
Group Statistics 
Respondent Type 
Overall Assurance Management 
First Year 
Students 
N 
31 
155 
Mean 
3.3118 
3.1172 
Std. Deviation 
.66073 
.68170 
Std. Error 
Mean 
.11867 
.05476 
Group statistics shows that the mean values of Management and First Year Students 
are almost same which shows that they are neither agree nor disagree with 
assurance statements. 
Independent Samples Test 
Overall Assura Equal varian( 
assumed 
Equal variane 
not assumed 
Levene's Test for 
quality of Variance 
F 
1.327 
SIg. 
.251 
t-test for Equality of Means 
t 
1.458 
1.489 
df 
184 
43.747 
ig. (2-tailed 
.146 
.144 
Mean 
Difference 
.19462 
.19462 
95% Confidence 
Interval of the 
Stri Frrnr Difference 
Difference Lower 
.13346 -.06868 
.13069 -.06881 
Upper 
.45793 
.45806 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.251 shows that the mean score of 186 respondents (Management and 
First Year Students) and the separate mean scores i.e 31 Management respondents 
and 155 First Year Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall assurance for 
management and First Year Students, hence null hypothesis Ho is accepted which 
means Management and First Year Students perception for service quality is same. 
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5.9. d-Overall Perception of "Empathy Dimension" Between 
Management and First Year Students 
Group Statistics 
Respondent Type 
Overall Empathy Management 
First Year 
Students 
N 
31 
155 
Mean 
3.0452 
2.9819 
Std. Deviation 
.68646 
.90032 
Std. Error 
Mean 
.12329 
.07232 
Group statistics shows that the mean values of Management and First Year 
Students are almost same which shows that they are neither agree nor disagree 
with empathy statements. 
Independent Samples Test 
Overall Empal Equal variano 
assumed 
Equal variano 
not assumed 
Levene's Test for 
Iquality of Variances 
F 
3.702 
Sig. 
.056 
t-test for Equality of Means 
t 
.370 
.442 
df 
184 
52.971 
5iq. (2-tailed 
.712 
.660 
Mean 
Difference 
.06323 
.06323 
Std. Error 
Difference 
.17098 
.14293 
95% Confidence 
Interval of the 
Difference 
Lower 
-.27412 
-.22347 
Upper 
.40057 
.34992 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.056 it means significant differences do not exist between mean scores 
of overall empathy dimension for Management and First Year Students 
Hypothesis 
Significant differences do not exist in the mean scores of overall empathy for 
Management and First Year Students, hence null hypothesis Ho is accepted which 
means Management and First Year Students perception for service quality is 
same. 
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5.9. e-Overall Perception of "Tangibility Dimension" Between 
Management and First Year Students 
Group Statistics 
Respondent Type 
Overall Tangibility Management 
First Year 
Students 
N 
31 
155 
Mean 
3.1244 
2.9447 
Std. Deviation 
.71309 
.86551 
Std. Error 
Mean 
.12807 
.06952 
Group statistics shows that the mean values of Management and First Year Students 
are almost same which shows that they are neither agree nor disagree with 
tangibility statements. 
Independent Samples Test 
Overall Tangib Equal varianc 
assumed 
Equal varianc 
not assumed 
Levene's Test for 
quality of Variance 
F 
3092 
Sig. 
.080 
t-test for Equality of Means 
t 
1.084 
1 233 
df 
184 
49.446 
>ig. (2-tailed 
280 
.223 
Mean 
Difference 
.17972 
.17972 
Std. Error 
Difference 
.16577 
.14573 
95% Confidence 
Interval of the 
Difference 
Lov^ er 
-.14733 
-.11306 
Upper 
.50677 
.47250 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.080 shows that the mean score of 186 respondents (Management and 
First Year Students) and the separate mean scores i.e 31 Management respondents 
and 155 First Year Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Management and First Year Students, hence null hypothesis Ho is accepted which 
means Management and First Year Students perception for service quality is same. 
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5.11-Overall Perception of Service Quality Dimensions Between 
IVIanagement and Final Year Students 
5.11. a-Overall Perception of "Reliability Dimension" Between 
IVIanaqement and Final Year Students 
Group Statistics 
Respondent Type 
Overall Reliability Management 
Final Year Students 
N 
31 
138 
Mean 
3.9171 
3.5445 
Std. Deviation 
.88968 
.88763 
Std. Error 
Mean 
.15979 
.07556 
Group statistics shows that the mean values of Management and Final Year Students 
are almost same which shows that they are neither agree nor disagree with reliability 
statements. 
Independent Samples Test 
Overall Reliabilit Equal variance: 
assumed 
Equal variancei 
not assumed 
Levene's Test for 
Equality of Variances 
F 
.138 
Sig. 
.711 
t-test for Equality of Means 
t 
2.111 
2.108 
df 
167 
44.430 
Sig. (2-tailed) 
.036 
.041 
Mean 
Difference 
.37254 
.37254 
Std. Error 
Difference 
.17650 
.17676 
95% Confidence 
Interval of the 
Difference 
Lower 
.02409 
.01641 
Upper 
.72099 
.72867 
Levene's Test is indicative of the data being normally distributed, thus we can assume it 
to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.711 it means significant differences do not exist between mean scores of 
overall reliability dimension for Management and Final Year Students 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
Management and Final Year Students, hence null hypothesis Ho is accepted which 
means Management and Final Year Students perception for service quality is same. 
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5.11. b-Overall Perception of "Responsiveness Dimension" Between 
IVIanaqement and Final Year Students 
overall responsiveness 
Group Statistics 
Respondent Type 
Management 
Final Year Students 
N 
31 
138 
Mean 
3.1355 
2.9319 
Std. Deviation 
.76138 
.80600 
Std. Error 
Mean 
.13675 
.06861 
Group statistics shows that the mean values of Management and Final Year Students 
are almost same which shows that they are neither agree nor disagree with 
responsiveness statements. 
Independent Samples Test 
overall responslvene Equal variance 
assumed 
Equal variance 
not assumed 
Levene's Test for 
Equality of Variances 
F 
075 
Sig. 
.784 
t-test for Equality of Means 
t 
1 283 
1.331 
df 
167 
46.362 
Sig. (2-tailed) 
.201 
190 
Mean 
Difference 
.20360 
.20360 
Std. Error 
Difference 
15864 
.15299 
95% Confidence 
Interval of the 
Difference 
Lower 
-.10960 
-10430 
Upper 
.51680 
.51150 
Levene's Test is indicative of the data being normally distributed, thus we can assume 
it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.784 shows that the mean score of 169 respondents (Management and 
Final Year Students) and the separate mean scores i.e 31 Management respondents 
and 138 Final Year Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness for 
Management and Final Year Students, hence null hypothesis Ho is accepted which 
means Management and Final Year Students perception for service quality is same. 
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5.11. c-Overall Perception of "Assurance Dimension" Between 
IVIanaqement and Final Year Students 
Group Statistics 
Respondent Type 
Overall Assurance Management 
Final Year Students 
N 
31 
138 
Mean 
3.3118 
2.9601 
Std. Deviation 
.66073 
.71864 
Std. Error 
Mean 
.11867 
.06117 
Group statistics shows that the mean values of Management and Final Year Students 
are almost same which shows that they are neither agree nor disagree with assurance 
statements. 
Independent Samples Test 
Overall Assuranc Equal variance 
assumed 
Equal variance 
not assumed 
Levene's Test for 
Equality of Variances 
F 
1.068 
Sig. 
.303 
t-test for Equality of Means 
t 
2.497 
2634 
df 
167 
47.331 
Sig. (2-tailed) 
.013 
.011 
Mean 
Difference 
.35168 
.35168 
Std. En-or 
Difference 
.14084 
13351 
95% Confidence 
Interval of the 
Difference 
Lower 
.07363 
.08315 
Upper 
62973 
62022 
Levene's Test is indicative of the data being normally distributed, thus we can assume 
it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.303 shows that the mean score of 169 respondents (Management and 
Final Year Students) and the separate mean scores i.e 31 Management respondents 
and 138 Final Year Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall assurance for 
Management and Final Year Students, hence null hypothesis Ho is accepted which 
means Management and Final Year Students perception for service quality is same. 
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5.11. d-Overall Perception of "Empathy Dimension" Between 
Management and Final Year Students 
Group Statistics 
Respondent Type 
Overall Empathy Management 
Final Year Students 
N 
31 
138 
Mean 
3.0452 
2.9913 
Std. Deviation 
.68646 
.73291 
Std. Error 
Mean 
.12329 
.06239 
Group statistics shows that the mean values of Management and Final Year Students 
are almost same which shows that they are neither agree nor disagree with empathy 
statements. 
Overall Empal Equal variano 
assumed 
Equal variano 
not assumed 
Independent Samples Test 
Levene's Test for 
iquality of Variances 
F 
.521 
Sig. 
.471 
t-test for Equality of Means 
t 
.374 
.390 
df 
167 
46.661 
Jig. (2-failed) 
.709 
.698 
Mean 
Difference 
.05386 
.05386 
95% Confidence 
Interval of the 
.Stri Frrnr Difference 
Difference Lower Upper 
.14406 -.23055 .33826 
.13818 -.22418 .33189 
Levene's Test is indicative of the data being normally distributed, thus we can assume 
it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.471 it means significant differences do not exist between mean scores of 
overall empathy dimension for Management and Final Year Students 
Hypothesis 
Significant differences do not exist in the mean scores of overall empathy for 
Management and Final Year Students, hence null hypothesis Ho is accepted which 
means Management and Final Year Students perception for service quality is same. 
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5.11. e-Overall Perception of "Tangibility Dimension" Between 
IVIanagement and Final Year Students 
Group Statistics 
Respondent Type 
Overall Tangibility Management 
Final Year Students 
N 
31 
138 
Mean 
3.1244 
2.8375 
Std. Deviation 
,71309 
.92456 
Std. Error 
Mean 
.12807 
.07870 
Group statistics shows that the mean values of Management and Final Year Students 
are almost same which shows that they are neither agree nor disagree with tangibility 
statements. 
Independent Samples Test 
Overall Tangll Equal varian 
assumed 
Equal varian 
not assumed 
Levene's Test for 
quality of Variance 
F 
3.072 
Sig. 
.081 
t-test for Equality of Means 
t 1 df 
1.622 
1.909 
167 
55.212 
ig. (2-tailed 
.107 
.061 
Mean 
Difference 
.28695 
.28695 
95% Confidence 
Interval of the 
Rfri Frrnr Difference 
Difference Lower 
.17695 ;-.06240 
.15032 -.01428 
Upper 
.63630 
.58818 
Levene's Test is indicative of the data being normally distributed, thus we can assume 
it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.081 shows that the mean score of 169 respondents (Management and 
Final Year Students) and the separate mean scores i.e 31 Management respondents 
and 138 Final Year Students respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Management and Final Year Students, hence null hypothesis Ho is accepted which 
means Management and Final Year Students perception for service quality is same. 
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5.13-Overall Perception of "Reliability Dimension" Between 
Prof. + Associate/Assistant Prof and Sr. Lect. + Lect. 
5.13. a-Overall Perception of "Reliability Dimension" Between 
Prof. + Associate/Assistant Prof and Sr. Lect. + Lect. 
Group Statistics 
Respondent Type 
Overall Reliability P+AP 
Sr Lect + Lect 
N 
44 
86 
Mean 
3.7013 
3.6860 
Std. Deviation 
.68672 
.95438 
Std. Error 
Mean 
.10353 
.10291 
Group statistics shows that the mean values of Prof. + AP and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with 
reliability statements. 
Independent Samples Test 
Overall Rellabi Equal variano 
assumed 
Equal variano 
not assumed 
Levene's Test for 
iquality of Variances 
F , Sig. 
3.644 ' .059 
t-test for Equality of Means 
t 
.094 
.104 
df 
128 
113.771 
Mean 
Sig. (2-tailed)Dlfference 
.925 .01525 
.917 ; .01525 
Std. Error 
Difference 
.16193 
.14598 
95% Confidence 
Interval of the 
Difference 
Lower 
-.30516 
-.27393 
Upper 
,33567 
.30444 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.059 it means significant differences do not exist between mean 
scores of overall reliability dimension for Prof. + AP and Sr. Lect. + Lect. 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
Prof. + AP and Sr. Lect. + Lect., hence null hypothesis Ho is accepted which 
means Prof. + AP and Sr. Lect. + Lect. perception for service quality is same. 
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5.13. b-Overall Perception of "Responsiveness Dimension" Between 
Prof. + AP and Sr. Lect. + Lect. 
overall responsiveness 
Group Statistics 
Respondent Type 
P+AP 
Sr Lect + Lect 
N 
44 
86 
Mean 
2.9773 
2.9326 
Std. Deviation 
.72589 
.73026 
Std. Error 
Mean 
.10943 
.07875 
Group statistics shows tiiat the mean values of Prof. + AP and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with 
responsiveness statements. 
Independent Samples Test 
overall responsiveni Equal variant 
assumed 
Equal varianc( 
not assumed 
Levene's Test for 
iquaiity of Variances 
F Sig. 
.340 j .561 
t-test for Equality of Means 
t 
.331 
.332 
df 
128 
87.229 
Jig. (2-tailed) 
,741 
.741 
Mean 
Difference 
.04471 
.04471 
Std. Error 
Difference 
.13508 
.13482 
95% Confidence 
Interval of ttie 
Difference 
Lower i Upper 
-22257 31200 
-22324 , 31267 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.561 shows that the mean score of 130 respondents (Prof. + AP and 
Sr. Lect. + Lect.) and the separate mean scores i.e. 44 Prof. + AP respondents 
and 86 Sr. Lect. + Lect. respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness 
for Prof. + AP and Sr. Lect. + Lect, hence null hypothesis Ho is accepted which 
means Prof. + AP and Sr. Lect. + Lect. perception for service quality is same. 
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5.13. c-Overall Perception of "Assurance Dimension" Between 
Prof. + AP and Sr. Lect. + Lect. 
Group Statistics 
Respondent Type 
Overall Assurance P+AP 
Sr Lect + Lect 
N 
44 
86 
Mean 
2.8939 
3.0349 
Std. Deviation 
.86497 
.80201 
Std. Error 
Mean 
.13040 
.08648 
Group statistics sliows tlnat the mean values of Prof. + AP and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with 
assurance statements. 
Overall Assurar Equal variance 
assumed 
Equal varianct 
not assumed 
Independent Samples 
Levene's Test for 
iquality of Variances 
F 
.176 
Sig. \ 
.676 
Test 
t-test for Equality of Means 
t 
-.923 
-.901 
df 
128 
81.199 
Mean iStd. Error 
Jig. (2-tailed]DifferenceiDifference 
.358 
.370 
-.14094 .15267 
-.14094 .15647 
95% Confidence 
Interval of ttie 
Difference 
Lower ' Upper 
-.44303 .16115 
-.45226 .17037 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.676 shows that the mean score of 130 respondents (Prof. + AP and 
Sr. Lect. + Lect.) and the separate mean scores i.e. 44 Prof. + AP respondents 
and 86 Sr. Lect. + Lect. respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall assurance for 
Prof. + AP and Sr. Lect. + Lect., hence null hypothesis Ho is accepted which 
means Prof. + AP and Sr. Lect. + Lect. perception for service quality is same. 
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5.13. d-Overall Perception of "Empathy Dimension" Between 
Prof. + AP and Sr. Lect. + Lect. 
Group Statistics 
Respondent Type 
Overall Empathy P+AP 
Sr Lect + Lect 
N 
44 
86 
Mean 
2.9364 
2.9977 
Std. Deviation 
.77732 
.75178 
Std. Error 
Mean 
.11719 
.08107 
Group statistics shows that the mean values of Prof. + AP and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with empathy 
statements. 
Independent Samples Test 
Overall Emp< Equal variani 
assumed 
Equal variani 
not assumed 
Levene's Test for 
quality of Variance 
F 
.012 
Sig. 
.913 
t-test for Equality of Means 
t df 
-.435 128 
-.430 84.243 
ig. (2-tailed 
.664 
.668 
Mean 
Difference 
-.06131 
-.06131 
Std. En-or 
Difference 
.14095 
.14249 
95% Confidence 
Interval of the 
Difference 
Lower 
-.34021 
-.34466 
Upper 
.21759 
.22204 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.913 it means significant differences do not exist between mean scores of 
overall empathy dimension for Prof. + AP and Sr. Lect. + Lect. 
Hypothesis 
Significant differences do not exist in the mean scores of overall empathy for 
Prof. + AP and Sr. Lect. + Lect, hence null hypothesis Ho is accepted which means 
Prof. + AP and Sr. Lect. + Lect. perception for service quality is same. 
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5.13. e-Overall Perception of "Tangibility Dimension" Between 
Prof. + AP and Sr. Lect. + Lect. 
Group Statistics 
Respondent Type 
Overall Tangibility P+AP 
Sr Lect + Lect 
N 
44 
85 
Mean 
2.8344 
3.0101 
Std. Deviation 
.88972 
.65272 
Std. Error 
Mean 
.13413 
.07080 
Group statistics shows that the mean values of Prof. + AP and Sr. Lect. + Lect. 
are almost same which shows that they are neither agree nor disagree with 
tangibility statements. 
Independent Samples Test 
Overall Tangibll Equal varianct 
assumed 
Equal variance 
not assumed 
Levene's Test for 
Equality of Variances 
F 
2.365 
Sig. 
.127 
t-test for Equality of Means 
t 
-1.276 
-1.158 
df 
127 
67.611 
5ig. (2-talled) 
.204 
.251 
Mean 
Difference 
-.17567 
-.17567 
Std. En-or 
Difference 
.13771 
.15167 
95% Confidence 
Interval of the 
Difference 
Lower Upper 
-.44817 .09683 
-.47835 12701 
Levene's Test is indicative of the data being normally distributed, thus we can 
'assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.127 shows that the mean score of 129 respondents (Prof. + AP and 
Sr. Lect. + Lect.) and the separate mean scores i.e. 44 Prof. + AP respondents 
and 85 Sr. Lect. + Lect. respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Prof. + AP and Sr. Lect. + Lect., hence null hypothesis Ho is accepted which 
means Prof. + AP and Sr. Lect. + Lect. perception for service quality is same. 
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5.15-Overall Perception of Service Quality Dimensions Between 
First and Final Year Students 
5.15. a.-Overall Perception of "Reliability Dimension" Between 
First and Final Year Students 
Group Statistics 
Respondent Type 
Overall Reliability First Year Students 
Final Year Students 
N 
155 
138 
Mean 
3.5751 
3,5445 
Std. Deviation 
.83727 
.88763 
Std. Error 
Mean 
.06725 
.07556 
Group statistics siiows that the mean values of First and Final Year Students are 
almost same which shows that they are neither agree nor disagree with reliability 
statements. 
Independent Samples Test 
Overall Reliabil Equal variance 
assumed 
Equal variance 
not assumed 
Levene's Test for 
:qualitv of Variances 
F 
.011 
SIg. 
.918 
t-test for Equality of Means 
t 
.304 
.303 
df 
291 
282.383 
>ig. (2-tailed) 
.762 
.762 
t\/lean 
Difference 
.03060 
,03060 
Std. Error 
Difference 
.10081 
.10115 
95% Confidence 
Interval of the 
Difference 
Lower 
-.16781 
-16851 
Upper 
.22901 
.22971 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.918 it means significant differences do not exist between mean 
scores of overall reliability dimension for First and Final Year Students 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
First and Final Year Students, hence null hypothesis Ho is accepted which means 
First and Final Year Students perception for service quality is same. 
180 
5.15. b-Overall Perception of "Responsiveness Dimension" Between 
First and Final Year Students 
overall responsiveness 
Group Statistics 
Respondent Type 
First Year Students 
Final Year Students 
N 
155 
138 
Mean 
3.0000 
2.9319 
Std. Deviation 
.64466 
.80600 
Std. Error 
Mean 
.05178 
.06861 
Group statistics shows that the mean values of First and Final Year Students are 
almost same which shows that they are neither agree nor disagree with 
responsiveness statements. 
Independent Samples Test 
overall responslv Equal variar 
assumed 
Equal variar 
not assume( 
.evene's Test for 
luality of Variana 
F 
2.354 
Big. 
.126 
t 
.803 
.792 
t-test for Equality of Means 
df ig. (2-tailec 
291 .423 
161.916 .429 
Mean 
)ifferenc£ 
.06812 
.06812 
3td. Error* 
)ifference 
.08486 
.08596 
95% Confidence 
Interval of the 
Difference 
Lower 
.09891 
•10114 
Upper 
.23514 
.23737 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.126 shows that the mean score of 293 respondents (First and Final 
Year Students) and the separate mean scores i.e 155 First Year Students 
respondents and 138 Final Year Students respondents is not significantly 
different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness 
for First and Final Year Students, hence null hypothesis Ho is accepted which 
means First and Final Year Students perception for service quality is same. 
5.15. c-Overall Perception of "Assurance Dimension" Between 
First and Final Year Students 
Group Statistics 
Respondent Type 
Overall Assurance First Year Students 
Final Year Students 
N 
155 
138 
Mean 
3.1172 
2.9601 
Std. Deviation 
.68170 
.71864 
Std. Error 
Mean 
.05476 
.06117 
Group statistics shows that the mean values of First and Final Year Students are 
almost same which shows that they are neither agree nor disagree with 
assurance statements. 
Overall Assuran Equal variance 
assumed 
Equal variance 
not assumed 
Independent Samples Test 
Levene's Test for 
iquality of Variances t-test for Equality of Means 
F 
.001 
Sig. t 
.982 '. 1.919 
' 1.913 
df $ig. (2-talled) 
291 j .056 
282.908 i .057 
Mean 
Difference 
.15706 
.15706 
Std, Error 
Difference 
.08185 
.08210 
95% Confidence 
Interval of the 
Difference 
Lower 
-.00403 
-.00455 
Upper 
.31815 
.31866 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.982 shows that the mean score of 293 respondents (First and Final 
Year Students) and the separate mean scores i.e 155 First Year Students 
respondents and 138 Final Year Students respondents is not significantly 
different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall assurance for 
First and Final Year Students, hence null hypothesis Ho is accepted which means 
First and Final Year Students perception for service quality is same. 
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5.15. d-Overall Perception of "Empathy Dimension" Between 
First and Final Year Students 
Group Statistics 
Respondent Type 
Overall Empathy First Year Students 
Final Year Students 
N 
155 
138 
Mean 
2.9819 
2.9913 
Std. Deviation 
.90032 
.73291 
Std. Error 
l\/lean 
.07232 
.06239 
Group statistics shows that the mean values of First and Final Year Students are 
almost same which shows that they are neither agree nor disagree with empathy 
statements. 
Independent Samples Test 
Overall Empe Equal varlanc 
assumed 
Equal varianc 
not assumed 
Levene's Test for 
quality of Variance 
F 
5.293 
Sig. 
.022 
t-test for Equality of Means 
t 
-.097 
-.098 
df 
291 
288.748 
:ig. (2-talled 
.923 
.922 
Mean 
Difference 
-.00937 
-.00937 
95% Confidence 
Interval of the 
Std Frrnr Difference 
Difference Lower 
.09664 -.19958 
.09551 -.19735 
Upper 
.18084 
.17861 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.022 it means significant differences exist between mean scores of 
overall empathy dimension for First and Final Year Students 
Hypothesis 
Significant differences exist in the mean scores of overall empathy for First and 
Final Year Students, hence null hypothesis Ho is rejected which means First and 
Final Year Students perception for service quality is not same. 
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5.15. e-Overall Perception of "Tangibility Dimension" Between 
First and Final Year Students 
Group Statistics 
Respondent Type 
Overall Tangibilit First Year Students 
Final Year Students 
N 
155 
138 
Mean 
2.9447 
2.8375 
Std. Deviation 
.86551 
.92456 
Std. Error 
Mean 
.06952 
.07870 
Group statistics shows that the mean values of First and Final Year Students are 
almost same which shows that they are neither agree nor disagree with tangibility 
statements. 
Independent Samples Test 
Overall Tangibi Equal variana 
assumed 
Equal variana 
not assumed 
Levene's Test for 
iquality of Variances 
F 
.110 
Sig. 
.740 
t-test for Equality of Means 
t 
1.025 
1.021 
df 
291 
281.652 
;ig. (2-tailed) 
.306 
.308 
Mean 
Difference 
.10723 
.10723 
Std. Error 
Difference 
.10461 
.10501 
95% Confidence 
Interval of the 
Difference 
Lower 
-09866 
-.09948 
Upper 
.31311 
31393 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.740 shows that the mean score of 293 respondents (First and Final 
Year Students) and the separate mean scores i.e 155 First Year Students 
respondents and 138 Final Year Students respondents is not significantly 
different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
First and Final Year Students, hence null hypothesis Ho is accepted which means 
First and Final Year Students perception for service quality is same. 
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5.17-Overall Perception of Service Quality Dimensions Between 
Colleges Year of Establishment IVIore Then or Less Then Ten 
Years 
5.17. a-Overall Perception of "Reliability Dimension" Between Colleges 
Year of Establishment More Then or Less Then Ten Years 
Group Statistics 
No of years institute 
has been in existance 
Overall Reliability <= 10 years 
>10 years 
N 
155 
299 
Mean 
3.7023 
3.5810 
Std. Deviation 
.84138 
.88105 
Std. Error 
Mean 
.06758 
.05095 
Group statistics shows that the mean values of Colleges Year of Establishment 
More Then or Less Then Ten Years are almost same which shows that they are 
neither agree nor disagree with reliability statements. 
Overall Reliab Equal varlanc 
assumed 
Equal varlanc 
not assumed 
Independent Samples Test 
Levene's Test for 
quality of Variance 
F 
.022 
Siq. 
.881 
t-test for Equality of Means 
t 
1.413 
1.433 
df 
452 
324.630 
iig. (2-tailed 
.158 
,153 
Mean 
Difference 
.12132 
.12132 
Std. Error 
Difference 
.08588 
.08464 
95% Confidence 
Interval of the 
Difference 
Lower 
-.04746 
-.04518 
Upper 
.29010 
.28782 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances. 
Interpretation of Independent Samples Test 
Value of p=.881 it means significant differences do not exist between mean 
scores of overall reliability dimension for Colleges Year of Establishment More 
Then or Less Then Ten Years. 
Hypothesis 
Significant differences do not exist in the mean scores of overall reliability for 
Colleges Year of Establishment More Then or Less Then Ten Years, hence null 
hypothesis Ho is accepted which means Colleges year of establishment More 
Then or Less Then Ten Years of existence perception for service quality is 
same. 
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5.17. b-Overall Perception of "Responsiveness Dimension" Between 
Colleges Year of Establishment IVIore Tlien or Less Tlien Ten Years 
overall responsiveness 
Group Statistics 
No of years Institute 
has been in existance 
<= 10 years 
>10 years 
N 
155 
299 
Mean 
3.0181 
2.9505 
Std. Deviation 
.74149 
.72015 
Std. Error 
Mean 
.05956 
.04165 
Group statistics shows that the mean values of Colleges Year of Establishment 
More Then or Less Then Ten Years are almost same which shows that they are 
neither agree nor disagree with responsiveness statements. 
overall responsive Equal variant 
assumed 
Equal variant 
not assumed 
Independent Samples 
Levene's Test for 
quality of Variance 
F 
.351 
Sig. 
.554 
Test 
t-test for Equality of Means 
t 
.938 
.930 
df 
452 
303.882 
Mean Std. Error 
ig. (2-tailed Difference Difference 
.349 
.353 
.06756 
.06756 
.07200 
.07267 
95% Confidence 
Interval of the 
Difference 
Lower 
-.07394 
-.07545 
Upper 
.20907 
.21057 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.554 shows that the mean score of 454 respondents (Colleges Year of 
Establishment More Then or Less Then Ten Years) and the separate mean scores 
i.e. 155 Colleges More Then respondents and 299 Colleges Less then 
respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall responsiveness 
for Colleges More Then and Less Then Ten Years, hence null hypothesis Ho is 
accepted which means Colleges Year of Establishment More Then or Less Then 
Ten Years of existence perception for service quality is same. 
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5.17. c-Overall Perception of "Assurance Dimension" Between 
Colleges Year of Establishment IVIore Then or Less Then Ten Years 
Group Statistics 
No of years institute 
has been in existance 
Overall Assurance <= 10 years 
>10 years 
N 
155 
299 
IVIean 
3.1204 
3.0067 
Std. Deviation 
.71359 
.74981 
Std. Error 
Mean 
.05732 
.04336 
Group statistics shows that the mean values of IVIanagement and Prof. + AP are 
almost same which shows that they are neither agree nor disagree with 
assurance statements. 
Overall Assur Equal variar 
assumed 
Equal variar 
not assumec 
Independent Samples Test 
.evene's Test for 
luality of Variance 
F 
.001 
Sifl. 
.978 
t-test for Equality of Means 
t 
1.558 
1.583 
df 
452 
125.612 
Mean Std. Error 
ig. (2-tailec Difference Difference 
.120 
.114 
.11374 
.11374 
.07301 
.07187 
95% Confidence 
Interval of the 
Difference 
Lower 
•02974 
•02765 
Upper 
.25722 
.25513 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.978 shows that the mean score of 454 respondents (Colleges More 
Then and Less Then Ten Years ) and the separate mean scores i.e 155 Colleges 
More Then respondents and 299 Colleges Less Then respondents is not 
significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Colleges Year of Establishment More Then or Less Then Ten Years, hence null 
hypothesis Ho is accepted which means Colleges Year of Establishment More 
Then or Less Then Ten Years of existence perception for service quality is same. 
5.17. d- Overall Perception of "Empathy Dimension" Between Colleges Year 
of Establishment More Then or Less Then Ten Years 
Group Statistics 
No of years institute 
tias been in existance 
Overall Empathy <= 10 years 
>10 years 
N 
155 
299 
iVIean 
3.1342 
2.9117 
Std. Deviation 
.69361 
.83479 
Std. Error 
Uean 
.05571 
.04828 
Group statistics shows that the mean values of Colleges Year of Establishment 
More Then or Less Then Ten Years are almost same which shows that they are 
neither agree nor disagree with empathy statements. 
Independent Samples Test 
Overall Empat Equal variana 
assumed 
Equal variana 
not assumed 
Levene's Test for 
iquality of Variance? 
F 
2.855 
Sig. 
.092 
t 
2.847 
3.018 
df 
452 
365.585 
t-test for Equality of Means 
Jig. (2-tailed; 
.005 
.003 
Mean 
Difference 
.22249 
.22249 
Std. Error 
Difference 
.07814 
.07372 
95% Confidence 
Interval of the 
Difference 
Lower 
.06892 
.07752 
Upper 
.37606 
.36745 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.092 it means significant differences do not exist between mean 
scores of overall empathy dimension for Colleges Year of Establishment More 
Then or Less Then Ten Years 
Hypothesis 
Significant differences do not exist in the mean scores of overall empathy for 
Colleges Year of Establishment More Then and Less Then Ten Years, hence null 
hypothesis Ho is accepted which means Colleges Year of Establishment More 
Then or Less Then Ten Years of existence perception for service quality is same. 
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5.17. e-Overall Perception of "Tangibility Dimension" Between Colleges 
Year of Establishment IVlore Then or Less Then Ten Years 
Group Statistics 
No of years institute 
has been in existance 
Overall Tangibility <= 10 years 
>10 years 
N 
155 
298 
Mean 
2.9392 
2.9190 
Std. Deviation 
.76688 
.88052 
Std. Error 
IVIean 
.06160 
.05101 
Group statistics sliows tliat tlie mean values of Colleges Year of Establishment 
More Then or Less Then Ten Years are almost same which shows that they are 
neither agree nor disagree with tangibility statements. 
independent Samples Test 
Overall Tangib Equal varianc 
assumed 
Equal varianc 
not assumed 
Levene's Test for 
quality of Variance 
F 
1.213 
Sig. 
.271 
t 
.242 
.252 
df 
451 
351.828 
t-test for Equality of Means 
Mean Std. Error 
iig. (2-tailed Difference Difference 
.809 
.801 
.02019 
.02019 
.08353 
.07998 
95% Confidence 
Interval of the 
Difference 
Lower 
-.14396 
-.13710 
Upper 
.18434 
.17748 
Levene's Test is indicative of the data being normally distributed, thus we can 
assume it to be the case of equal variances 
Interpretation of Independent Samples Test 
Value of p=.271 shows that the mean score of 453 respondents (Colleges Year 
of Establishment More Then or Less Then Ten Years ) and the separate mean 
scores i.e. 155 Colleges More Then respondents and 298 Colleges Less Then 
respondents is not significantly different. 
Hypothesis 
Significant differences do not exist in the mean scores of overall tangibility for 
Colleges Year of Establishment More Then or Less Then Ten Years, hence null 
hypothesis Ho is accepted which means Colleges Year of Establishment More 
Then or Less Then Ten Years of existence perception for service quality is same. 
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Chapter 5 Analysis, Findings, Discussions and Presentations 
5.19 Overall Perception of Service Quality Dimensions of Management, Staff 
and Students 
Graph No-5.19.a 
Overall Perception of "Reliability Dimension" of 454 Respondents 
• Management 31 
IStaff130 
• Students 293 
• Total 454 
Management 31 Staff 130 Students 293 
Respondents 
Total 454 
As shown in Graph No-5.19.a that the perception of 31 respondents of 
Management which is 3.9 are towards an agreement of Reliability dimension, 
while analysis show that the perception of 130 respondents of Staff which is 3.6 
are again towards in agreement statement for Reliability dimension and the 
perception of 293 respondents of students which is 3.5 are again showing that it is 
more towards in agreement of reliability dimension. 
Therefore we conclude that the total perception of 454 respondents for reliability 
dimension which is 3.6 is more towards in agreement for this service quality. 
m. 
Calculations are given in Appendix-IV, Page No-242 
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Graph No-5.19.b 
3.15 
Overall Perception of "Responsiveness Dimension" of 454 
Respondents 
• Management 31 
• Staff 130 
• Students 293 
• Total 454 
Management 31 Staff 130 Students 293 
Respondents 
Total 454 
As evident from Graph No-5.19.b that the perception of Responsiveness 
dimensions of 31 respondents of Management which is 3.1 are showing that 
management neither agree nor disagree for this dimension, whereas the 
perception of 130 respondents of Staff and 293 respondents of students which is 
2.9 is also towards neither agree nor disagree for Responsiveness dimension. 
Therefore we conclude that the total perception of 454 respondents for 
Responsiveness dimension which is 2.9 is neither agree nor disagree statement for 
this service quality. 
1Q1 
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Graph NO-5.19.C 
Overall Perception of "Assurance Dimension" of 454 Respondents 
• Management 31 
• Staff 130 
• Students 293 
• Total454 
Management 31 Staff 130 Students 293 
Respondents 
Total 454 
As we have seen in Graph No-5.l9.c that the perception of 31 respondents of 
Management which is 3.3 are neither agree nor disagree statement of Assurance 
dimension, while perception of 130 respondents of Staff which is 2.9 is also again 
neither agree nor disagree statement for Assurance dimension, analysis also show 
that the perception of 293 respondents of students which is 3 is also saying the 
same statement i.e. neither agree nor disagree for Assurance dimension. 
Therefore we conclude that the total perception of 454 respondents for Assurance 
dimension is 3 which mean all are neither agree nor disagree for this service 
quality. 
lO/ l 
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Graph No-5.19.d 
3.02 
2.84 
Overall Perception of "Empathy Dimension" of 454 Respondents 
I Management 31 
I Staff 130 
• Students 293 
• Total 454 
Management 31 Staff 130 Students 293 
Respondents 
Total 454 
Graph No-5.19.d shows Empathy dimension perception of 31 respondents of 
Management is 3 and showing that management neither agree nor disagree for 
this dimension, whereas the perception of 130 respondents of Staff and 293 
respondents of students which is 2.9 are also neither agree nor disagree statement 
for Empathy dimension. 
Therefore we conclude that the total perception of 454 respondents for Empathy 
dimension which is 2.9 is neither agree nor disagree for this service quality. 
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Graph No-S.19.e 
Overall Perception of "Tangibility Dimension" of 454 Respondents 
3.15 
• Management 31 
• Staff 130 
• Students 293 
• Total454 
Management 31 Staff 130 Students 293 
Respondents 
Total 454 
As Graph No-5.19.e shows that the perception of Tangibility dimensions of 31 
respondents of Management which is 3.1 are neither agree nor disagree for this 
dimension, whereas the perception of 130 respondents of Staff and 293 
respondents of students which is 2.9 is again neither agree nor disagree for this 
dimension. 
Therefore we conclude that the total perception of 454 respondents for which is 
2.9 is neither agree nor disagree for Tangibility dimension of service quality. 
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5.20 Overall Perception of Service Quality Computed of Management, Staff 
and Students 
Graph No-5.20 
Overall Perception of "Service Quality Computed" of 454 
Respondents 
• Management 31 
• Staff 130 
• Students 293 
• Total454 
Management 31 Staff 130 Students 293 
Respondents 
Total 454 
As we have seen in Graph No-5.20 that the perception of 31 respondents of 
Management which is 3.3 are neither agree nor disagree for Service Quality 
Computed, whereas the perception of 130 respondents of Staff which is 3.1 is also 
again neither agree nor disagree statement, analysis also show that the 
perception of 293 respondents of students which is 3 is also saying the same 
statement i.e. neither agree nor disagree. 
Therefore we conclude that the total perception of 454 respondents is 3.1 which 
mean all are neither agree nor disagree for Service Quality Computed. 
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5.21 Overall Management Perception of Service Quality Dimensions 
Graph No-5.21 
Overall Management Perception of "Service Quality Dimensions' 
• Overall Reliability 
D Overall Responsiveness 
• Overall Asurance 
• Overall Empathy 
• Overall Tangibility 
Overall Reliability Overall Overall Asurance Overall Empattiy Overall Tangibility 
Responsiveness 
Service Quality Dimensions 
Graph No-5.21 shows that the perception of 31 respondents of Management for 
Service Quality Dimensions which is 3.9 for Reliability dimension which means 
that they are more towards in agreement for this dimension. Graph also show that 
the remaining dimensions Responsiveness which is 3.1, Assurance which is 3.3, 
Empathy which is 3 and Tangibility which is 3.1 are all neither agree nor disagree 
statement for these dimensions perception.. 
Therefore Management agrees with Reliability dimension but neither agree nor 
disagree for other dimensions of Service Quality. 
Calculations are given in Appendix-IV, Page No- 243 
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5.22 Overall Professor + Associate/Assistant Professor Perception of Service 
Quality Dimensions 
Graph No-5.22 
Overall Prof + Ass Prof Perception of "Service Quality Dimensions" 
• Overall Rellabiltty 
D Overall Responsiveness 
• Overall Asurance 
• Overall Empathy 
• Overall Tangibility 
Overall Reliability Overall Overall Asurance Overall Empathy Overall Tangibility 
Responsiveness 
Service Quality Dimensions 
As shown in Graph No-5.22 that the Dimensions of Service Quality of 44 
respondents which are Professor and Associate Professor or Assistant Professor 
saying their perception for Reliability which is 3.7 emphasizing more towards in 
agreement statement while for Responsiveness which is 2.9, Assurance which is 
2.8, Empathy which is 2.9 and last Tangibility which is 2.8 are in the opinion of 
neither agree nor disagree statement. 
Therefore Prof+ AP agree with Reliability dimension but neither agree nor 
disagree for other dimensions of Service Quality. 
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5.23 Overall Sr. Lecturer + Lecturer Perception of Service Quality 
Dimensions 
Graph No-5.23 
Overall Sr. Lect + Led Perception of "Service Quality Dimensions" 
• Overall Reliability 
D Overall Responsiveness 
• Overall Asurance 
• Overall Empathy 
• Overall Tangibility 
Overall Reliability Overall Overall Asurance Overall Empathy Overall Tangibility 
Responsiveness 
Service Quality Dimensions 
As evident from Graph No-5.23 that 86 respondents which are Sr. Lecturer and 
Lecturer perception for Service Quality Dimensions which is 3.6 for Reliability 
dimension which means that they are more towards in agreement for this 
dimension. As far as other dimensions are concerned Responsiveness which is 2.9, 
Assurance which is 3, Empathy which is 2.9 and Tangibility which is 3 are all 
neither agree nor disagree for these dimensions. 
Therefore Sr. Lecturer + Lecturer agree with Reliability dimension but neither 
agrees nor disagrees for other dimensions of Service Quality. 
200 
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5.24 Overall First Year Students Perception of Service Quality Dimensions 
Graph No-5.24 
Overall First Year Students Perception of "Service Quality 
Dimensions" 
• Overall Reliability 
• Overall Responsiveness 
• Overall Asurance 
• Overall Empathy 
• Overall Tangibility 
Overall Reliability Overall Overall Asurance Overall Empathy Overall Tangibility 
Responsiveness 
Service Quality Dimensions 
As shown in Graph No-5.24 that the Dimensions of Service Quality of 155 
respondents of First Year Students saying their perception for Reliability which is 
3.5 emphasizing more towards in agreement statement while for Responsiveness 
which is 3, Assurance which is 3.1, Empathy which is 2.9 and last Tangibility 
which is again 2.9 are in the statement of neither agree nor disagree statement. 
Therefore First Year Students agree with Reliability dimension but neither agrees 
nor disagrees for other dimensions of Service Quality. 
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5.25 Overall Final Year Students Perception of Service Quality Dimensions 
Graph No-5.25 
Overall Final Year Students Perception of "Service Quality 
Dimensions" 
• Overall Reliability 
a Overall Responsiveness 
• Overall Asurance 
• Overall Empathy 
• Overall Tangibility 
Overall Reliability Overall Overall Asurance Overall Empathy Overall Tangibility 
Responsiveness 
Service Quality Dimensions 
Graph No-5.25 shows that the perception of 138 Final Year Students respondents 
for Service Quality Dimensions which is 359 for Reliability dimension which 
means that they are more towards in agreement for this dimension. Graph also 
show that the remaining dimensions Responsiveness which is 2.91, Assurance 
which is 2.9, Empathy which is 2.9 and Tangibility which is 2.8 are all neither 
agree nor disagree statement for these dimensions perception. 
Therefore Final Year Students agrees with Reliability dimension but neither 
agrees nor disagrees for other dimensions of Service Quality. 
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5.26 Overall Perception of All Respondents of Service Quality Dimensions 
Graph No-5.26 
Overall Total Perception of "Service Quality Dimensions" 
• Overall Reliability 
D Overall Responsiveness 
• Overall Asurance 
• Overall Empathy 
• Overall TangitMlity 
Overall Reliability Overall Overall Asurance Overall Empathy Overall Tangibility 
Responsiveness 
Service Quality Dimensions 
As evident from Graph No-5.26 that total 454 respondents which includes 
Management, Professor + Associate/Assistant Professor, Sr. Lecturer + Lecturer, 
First Year Students and Final Year Students perception for Service Quality 
Dimensions which is 3.6 for Reliability dimension which means that they are more 
towards in agreement for this dimension. As far as other dimensions are 
concerned Responsiveness which is 2.9, Assurance which is 3, Empathy which is 
2.9 and Tangibility which is again 2.9 are all saying they neither agree nor 
disagree for these dimensions. 
Therefore all 454 respondents agree with Reliability dimension but neither agrees 
nor disagrees for other dimensions of Service Quality. 
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Chapter 5 Analysis, Findings, Discussions and Presentations 
Table No. 5.28 -Master Chart Showing the Multiple Comparisons of Overall Perception of Service 
Quality Dimensions Between Different Respondents Category 
Service Quality Dimensions Respondent Comparisons 
Significant 
Difference 
Null 
Hypothesis 
Overall Reliability Management and Staft 0.42 Accepted 
Overall Responsiveness 
Overall Assurance 
Overall Empathy 
Overall Tangibility 
ianagement and Student 
taff and Management 
taff and Student 
lents and Manag 
tudents and St 
Management and Staff 
Management and Students 
t ipstaff a 
m Staf 
staff nd Manage 
f and Students 
siuaenis ana ivianai 
Misjealk 
Management and Staff 
ilHttWlttitfyMHW 
staff and Management 
taff and Studen 
students and Management 
students and Staff 
Management and Staff 
H 
Ianagement and Student) 
ff and Management 
Staff and Students 
tudents and Managemeff 
-,. Students and Staff 
nagement ai 
Management and Students 
0.09 
0.42 
0.36 
0.09 
0.36 
0.43 
0.47 
0.43 
0.96 
0.47 
0.96 
0.08 
0.15 
0.08 
0.77 
0.15 
0.77 
0.91 
0.92 
0.91 
0.99 
0.92 
0.99 
0.58 
0.35 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
oiaTT ano ivianagemeni 
.^jaltaa^ Student! 
"SO ents and Management 
0.58 
0.82 
0.35 
Accepted 
Accepted 
Accepted 
Accepted 
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•Overall Service Quality Computed M a ^ M R and Staff 0.22 
pR44ana$]ement and Students 0.12 
^^^GB^B?^W8nagement^^ 0.22 
^^tudents and Management 0.12 
1 1 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Accepted 
Calculations are Given in Appendix-IV, Page No-244 
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6.2 Suggestions and'^commendations in ^eneraC 
6.3 Limitations of^RfsearcH 
6.4 future (Directions for ^search 
Chapter 6 Findings and Suggestions 
6.1 Main Findings of the Study 
6.1. A. Overall Perception of Service Quality of Management, Staff and Students: 
The perception of Management is saying that the Service Quality is neither very good 
nor very bad while the perception of Staff and Students are also more towards neither 
agree nor disagree statement. 
Therefore we conclude that the Management in its opinion is they providing sufficient 
services (3.3) on the other side Staff and Students neither agree nor disagree about the 
services which Management is providing (3.1 and 3). There is apparently a gap 
between the perception of Management, Staff and Students. This gap needs to be filled. 
6.1. B. Overall Perception of Service Quality Dimensions of Management, Staff and 
Students: 
(i) The total perception of 454 respondents for reliability dimension is 3.6 are more 
towards in agreement statement about the ability to perform the service at the first time 
This means service quality is good in the beginning but afterwards the efficiency of 
services decreases like equipments, hostel, transport, library, computer lab, internet 
facility, training placement and industry professionals visiting the institute so this gap 
has to be improved. 
(ii) The overall perception of 454 respondents for Responsiveness dimension which is 2.9 
is neither agree nor disagree statement about ability to provide prompt service. The 
Staff and Students are not happy with the Management for not fulfilling their needs to 
provide complete service like sufficient number of Staff to Students to serve them, 
poor attendance of Students due to lack of competency in Staff, policies for recruiting 
Staff, complaints about services provided are not corrected on time. Students are not 
following guidelines as expected to avail services etc on time it means the gap 
Management, Staff and Students need to be reduced. 
(iii) Perception of 454 respondents for Assurance dimension is 3 which mean all are neither 
agree nor disagree about the gap between the service quality specifications and the 
service that is actually provided. This opinion is regarding the promises which 
Management assures at the time of admission but actually the faculty and Staff has 
poor job performance in providing proper services to Students, lack of motivation of 
Staff to improve services, lack of performance appraisal, checks and controls on Staff 
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service quality provided, proper scheduling of services to Students but never provide 
services what the promise and give importance to fill this gap. 
(iv) The total perception of 454 respondents for Empathy dimension which is 2.9 is neither 
agree nor disagree about caring and attention to Students the gap between what 
Management provides and what the student is told. Findings shows that this dimension 
is again not followed by Management Institutes which emphasizes on Students were 
given incorrect information on the services provided, Management change many 
services without notifying Students, level of checks and controls for deadlines of 
services to Students, Students level to feel upset due to not providing benefits in time, 
Management does not provide information on time for training of Staff, update of job 
descriptions etc. The behavior of Management with Staff and Students for services are 
not up to the mark, so this gap needs attention. 
(v) The physical evidence of a service like Space in class rooms to sit, number of 
computers as per the number of Students, sufficient availability of books in the library, 
hostel facilities, cleanliness, sufficient teaching Staff, sufficient transport and quality 
food for tangibility is 2.9 is neither agree nor disagree about the physical evidence of a 
service therefore this gap need to be filled. 
In the above discussion results were about the overall perception of service quality as 
well as its dimensions of Management, Staff and Students now we discuss: 
6.1. C. Overall Perception of Service Quality Dimensions between Management and Staff: 
Significant differences do not exist in the mean scores of overall service quality 
dimensions for Management and Staff, hence Null Hypothesis Ho is accepted which 
means Management and Staff perception for service quality is same. 
6.1. D. Overall Perception of Service Quality Dimensions between Management and 
Students: Significant differences do not exist in the mean scores of overall service 
quality dimensions for Management and Students, hence Null Hypothesis HQ is accepted 
which means Management and Students perception for service quality is same. 
6.1. E. Overall Perception of Service Quality Dimensions between Management and 
Professor + Associate/Assistant Professor: Significant differences do not exist in the 
mean scores of overall service quality dimensions for Management and Professor + 
Associate/Assistant Professor, hence Null Hypothesis Ho is accepted which means 
perception for service quality is same. 
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6.1. F. Overall Perception of Service Quality Dimensions Between Management and 
Sr. Lecturer + Lecturer: Significant differences do not exist in the mean scores of overall 
service quality dimensions for Management and Sr. Lecturer + Lecturer, hence Null 
Hypothesis Ho is accepted that shows the service quality perception is same. 
6.L G. Overall Perception of Service Quality Dimensions between Management and 
First Year Students: Significant differences do not exist in the mean scores of overall 
service quality dimensions for Management and First Year Students, hence Null 
Hypothesis Ho is accepted which reflects perception of service quality is same. 
6.L H. Overall Perception of Service Quality Dimensions between Management and 
Final Year Students: Significant differences do not exist in the mean scores of overall 
service quality dimensions for Management and Final Year Students, hence Null 
Hypothesis Ho is accepted. This analysis shows that the service quality perception of 
Management and Final Year Students is same 
6.LI Overall Perception of Service Quality Dimensions between Professor + 
Associate/Assistant Professor and Sr. Lecturer + Lecturer: Significant differences do 
not exist in the mean scores of overall service quality dimensions for Professor + 
Associate/Assistant Professor and Sr. Lecturer + Lecturer, hence Null Hypothesis Ho is 
accepted which means service quality perception is same. 
6.1.J. Overall Perception of Service Quality Dimensions between First Year and Final Year 
Students: Significant differences do not exist in the mean scores of overall Reliability, 
Responsiveness, Assurance and Tangibility service quality dimensions for First Year and 
Final Year Students, hence Null Hypothesis Ho is accepted. But significant differences exist 
in the mean scores of overall Empathy service quality dimension, hence Null Hypothesis is 
rejected here which means First and Final Year Students do not have the same perception of 
service quality for Empathy dimensions. 
6.I.K. Overall Perception of Service Quality Dimensions between Colleges Years of 
Establishment: Significant differences do not exist in the mean scores of overall service 
quality dimensions between Colleges year of establishment, hence Null Hypothesis Ho is 
accepted which shows perception of service quality of colleges existence more or less 
then ten years is same. 
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6.2 Suggestions and Recommendations in General 
On the basis of the analysis and interpretation of the findings following suggestions 
and recommendations are made: 
(i) The overall perception of for reliability dimension is more towards in 
agreement statement about the ability to perform the service right at the first 
time Thus Management Institutes can take full advantage of this service 
quality dimension by providing the services even after the first time because 
they did not take care after once the service has been provided like computer 
lab, hostel, equipments, transport, library, internet facility, training placement 
and industry professionals visiting the institute etc thus this gap of reliability 
need to be taken into consideration so Management Institutes can take full 
advantage. 
(ii) Responsiveness dimension perception is neither agree nor disagree statement 
about the ability to provide prompt service. Therefore Management Institutes 
requires necessary actions like poor attendance of Students due to lack of 
competency in Staff, sufficient number of Staff to Students to serve them, 
policies for recruiting Staff, Students are not following guidelines as expected 
to avail services on time, complaints about services provided are not corrected 
on time etc so Management needs to reduce this gap. 
(iii) The total perception for Assurance dimension is neither agree nor disagree 
about the gap between the service quality specifications and the service that is 
actually provided it means lack of motivation of Staff to improve services, 
faculty and Staff has poor job performance in providing proper services to 
Students, lack of performance appraisal, proper scheduling of services to 
Students checks and controls on Staff service quality provided. But actually 
they don't follow the assurance dimension of service quality so this gap has to 
be filled and can be followed by other Management Institutes also. 
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(iv) Respondent's perception for Empathy dimension is again neither agree nor 
disagree about caring and attention to Students the gap between what 
Management provides and what the student is told. Analysis shows that this 
dimension is again not followed by Management Institutes which emphasizes 
on Students were given incorrect information on the services provided, level 
of checks and controls for deadlines of services to Students, Management 
change many services without notifying Students, Students level to feel upset 
due to not providing benefits in time, update of job descriptions. Management 
does not provide information on time for training of Staff etc. Thus it has to be 
also included for the improvement of overall service quality gap to take full 
advantage. 
(v) The total perception of 454 respondents for tangibility which is 2.9 is neither 
agree nor disagree about the physical evidence of a service for this dimension. 
Thus this dimension also requires attention about the physical availability of 
facilities like number of computers as per the number of Students, space in 
class rooms to sit, hostel facilities, sufficient availability of books in the 
library, cleanliness, sufficient teaching Staff, food quality and sufficient 
transport facilities that shows that all these facilities are must for this 
dimension of service quality. Therefore Management Institutes should take 
advantage by providing the physical evidence of service and all Management 
Institutes can follow to improve service quality as a whole. 
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6.3 Limitations of Research 
> Cooperation of respondents is serious problem in a survey-based research. This 
was so in this study also. It was difficult to get respondents full cooperation, 
because of their lack of interest. They had doubts about the utility of the study. 
They were of the view that such studies hardly result in betterment of their 
Institutes. 
> Some of the respondents had genuine difficulty in understanding the 
questiormaire, though a sincere effort was made to keep the questionnaire as 
simple as possible. Before carrying out the survey, it was pretested on a selected 
sample. By and large they found filling questionnaire easy, though some of them 
found it difficult also. 
> The survey includes only Management Institutes of Northern India others may not 
included and could be worth investigating in future researches in this area. 
> In view of the limited resources and time for disposal the sample size was 
confined to only 31 Management Institutes of Northern India, (although sample 
size was fairly representative, i.e. 91 Management Institutes and 454 respondents) 
> Research has increasingly become costly both in terms of time and money. 
> The duration of the course has a time limit and the research is expected to 
complete the study within the prescribed time. 
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6.4 Future Directions for Research 
In the context of limitations of the study and to enhance the scope of the analysis, 
some of the potential areas where further research can be undertaken: 
> The research study has substancial scope of extension both in terms of breath as 
well as depth. Breathwise it may be extented to several other Management 
Institutes. Depthwise, there is enormousscope of enlargement of this research 
effort. The diagonsis of problem of Service Quality Gap is one aspect only other 
similar problems should act as launching pad for investigation and comprehensive 
studies for further research. 
> The study could be done on more than 31 Management Institutes in Northern 
India, generalization of the findings could be possible. 
> Same kind of research studies may be conducted for other different courses in 
Institutes in India not confined to North India alone. 
> Same kind of research studies may be conducted in other countries, or 
comparative studies can also be done between/among countries. 
> Case based studies of Service Quality Gap could also be conducted to bring out 
issues that are otherwise difficult to cover. 
> A.I.C.T.E is not the only quality assurance body. Others like NAAC accredited 
institute may be short listed and their can be compared with this study. 
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Appendix I Glossary 
Glossary of Commonly Used Quality Terminology. 
AQIP 
AQL 
APQP 
ACSI 
ANSI 
Accreditation 
Assessment 
AS9100 
Academic Quality Improvement Project- A forum for 
institutions to review each other's action projects 
Acceptable quality level - In a continuing series of lots, a 
quality level that, for the purpose of sampling inspection, is the 
limit of satisfactory process average. 
Advanced Product Quality Planning- Segment of QS-9000 
process that uses tools to offer the opportunity to get ahead of 
problems and solve them before the problems affect the 
customer. 
American Customer Satisfaction Index- Released for the 
first time in October 1994, an economic indicator and cross 
industry measure of the satisfaction of U.S. household 
customers with the quality of the goods and services available 
to them—both those goods and services produced within the 
United States and those provided as imports from foreign firms 
that have substantial market shares or dollar sales. The ACSI is 
co-sponsored by the University of Michigan Business School, 
ASQ and the CFI Group. 
American National Standards Institute ANSI- ANSI is a 
private, nonprofit organization that administers and coordinates 
the U.S. voluntary standardization and conformity assessment 
system. It is the United States' member body in the 
International Organization for Standardization, known as ISO. 
Certification by a duly recognized body of the facilities, 
capability, objectivity, competence and integrity of an agency, 
service, or operational group or individual to provide the 
specific service or operation needed. 
A systematic process of collecting and analyzing data to 
determine the current, historical or projected status of an 
organization. 
An international quality management standard for the 
aerospace industry published by the Society of Automotive 
Engineers; also published by other organizations worldwide, as 
EN9100 in Europe and JIS Q 9100 in Japan. The standard is 
controlled by the International Aerospace Quality Group (see 
listing). 
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Benefit-cost analysis 
Cascading 
Control plan (CP) 
FS 9100 
Gap analysis 
House of quality 
Inspection 
International 
Organization for 
Standardization, known 
as ISO 
ISO 9000 series 
standards 
An examination of the relationship between the monetary cost 
of implementing an improvement and the monetary value of 
the benefits achieved by the improvement, both within the 
same time period. 
The continuing flow of the quality message down to, not 
through, the next level of supervision until it reaches all 
workers. Same concept as "deploying." 
A document that describes the required characteristics for the 
quality of a product or service, including measures and control methods. 
A quality management standard developed by the FS 9000 Association for 
the financial services industry. 
The comparison of a current condition to the desired state. 
A product planning matrix, somewhat resembling a house, that is 
developed during quality fiinction deployment and shows the relationship 
of customer requirements to the means of achieving these requirements. 
Measuring, examining, testing and gauging one or more characteristics of 
a product or service and comparing the results with specified requirements 
to determine whether conformity is achieved for each characteristic. 
A network of national standards institutes from 140 countries working in 
partnership with international organizations, governments, industry, 
business and consumer representatives to develop and publish 
international standards. Acts as a bridge between public and private 
sectors. 
A set of international standards on quality management and quality 
assurance developed to help companies effectively document the quality 
system elements to be implemented to maintain an efficient quality 
system. The standards, initially published in 1987, are not specific to any 
particular industry, product or service. The standards were developed by 
the International Organizafion for Standardization, known as ISO. a 
specialized international agency for standardization composed of the 
national standards bodies of 91 countries. The standards underwent major 
revision in 2000 and now include ISO 9000:2000 (defimtions), ISO 
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JIS Q 9100 
Key performance 
indicator (KPI) 
Matrix 
National Institute of 
Standards and 
Technology (NIST) 
Performance standard 
Q9000 series 
QS-9000 
Quality 
Quality audit 
Quality function 
9001:2000 (requirements) and ISO 9004:2000 (continuous improvement). 
An international quality management standard for the aerospace industry 
(see AS 9100). 
A statistical measure of how well an organization is doing. A KPI may 
measure a company's financial performance or how it is holding up 
against customer requirements. 
A planning tool for displaying the relationships among various data sets. 
An agency of the U.S. Department of Commerce that develops and 
promotes measurements, standards and technology. NIST manages the 
Malcolm Baldrige National Quality Award. 
The metric against which a complete action is compared. 
Refers to ANSI/ISO/ASQ Q9000 series of standards, which is the 
verbatim American adoption of the 2000 edition of the ISO 9000 series 
standards. 
A quality management standard developed by the Big Three Automakers 
for the automotive sector. Currently largely replaced by Technical 
Specification 16949 (ISO/TS 16949, see listing). 
A subjective term for which each person has his or her own definition. In 
technical usage, quality can have two meanings: 1. the characteristics of a 
product or service that bear on its ability to satisfy stated or implied needs. 
2. a product or service free of deficiencies. 
A systematic, independent examination and review to determine whether 
quality activities and related results comply with planned arrangements 
and whether these arrangements are implemented effectively and are 
suitable to achieve the objectives. 
A structured method in which customer requirements are translated into 
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deployment (QFD) 
Quality management 
(QM) 
Quality management 
system (QMS) 
Quality plan 
Reliability 
Seven tools of quality 
Six Sigma 
Statistical quality control 
(SQC) 
Tolerance 
t-test 
Glossary 
appropriate technical requirements for each stage of product development 
and production. The QFD process is often referred to as listening to the 
voice of the customer. 
The application of a quality management system in managing a process to 
achieve maximum customer satisfaction at the lowest overall cost to the 
organization while continuing to improve the process. 
A formalized system that documents the structure, responsibilities and 
procedures required to achieve effective quality management. 
A document or set of documents that describe the standards, quality 
practices, resources and processes pertinent to a specific product, service 
or project. 
The probability of a product's performing its intended function under 
stated conditions without failure for a given period of time. 
Tools that help organizations understand their processes to improve them. 
The tools are the cause and effect diagram, check sheet, control chart, 
flowchart, histogram, Pareto chart and scatter diagram (see individual 
entries). 
A methodology that provides businesses with the tools to improve the 
capability of their business processes. This increase in performance and 
decrease in process variation lead to defect reduction and improvement in 
profits, employee morale and quality of product. 
The application of statistical techniques to control quality. The term 
"statistical process control" is often used interchangeably with "statistical 
quality control," although statistical quality control includes acceptance 
sampling as well as statistical process control. 
The maximum and minimum limit values a product may have and still 
meet customer requirements. 
Assesses whether the means of two groups are statistically different from 
each other. Use this analysis if you want to compare the means of two 
groups. 
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Questionnaire Management 
Questionnaire Staff 
Questionnaire Students 
^sponse Sfleet Management 
^sponse Sfleet Staff 
^sponse Sfleet Students 
List ofZ)(FlV Management CofJeges 
Asma Zaheer 
(Research Scholar) 
Prof. Javaid Akhter 
Dean and Chairman 
(PhD Supervisor) 
Faculty of Management 
Studies & Research. 
Department of Business 
Administration. A.M.U. 
Aligarh-202002 INDIA. 
iavedmba@hotmail.com 
asmazaheer@rediffmail. com 
Dear Respondent: 
• I am collecting some information for my research work which aims at studying Gaps Model 
of Service quality "An Emperical Study of Management Institutes in Northern India ". 
• / shall be thankful if you would kindly spend your valuable 15 minutes and assign an 
appropriate rank to each question by putting tick mark. 
• / shall be pleased to share with you the findings once the thesis is complete and the degree is 
awarded, if you so desire. Would you like to share? (Yes / No) 
• Further I assure you to which level information provided to me will remain strictly 
confidential and will have no commercial value. 
Thanking you. 
Yours Sincerely 
(Asma Zaheer) 
Given below are the areas identified by the researchers Please tick opinion level to it which 
is applicable: 
[FOR MANAGEMENT 
5 = Strongly Agree 
4 = Agree 
3 == Neither Agree nor Disagree 
2 = Disagree 
1 = Strongly Disagree 
NA= Not Applicable 
Reliability, Responsiveness, Assurance, Empathy and Tangibility these are Components of 
Gaps Model of Service Quality through which we need to find the gap level between 
Management, Staff and Student. 
1^ Reliability: The ability to perform the service right the first time. The gap between Student 
and Staff wants and what Management thinks to which level student and staff 
desire, can be measured through the following set of questions. 
1.1 
1.2 
1.3 
1.4 
1.5 
1.6 
1.7 
In your opinion does Management provide all equipments facilities to 
Staff and Students? 
In your opinion does Management provides sufficient hours to Staff and 
Students to avail Library services? 
in your opinion does Management provide sufficient hours to Students 
and Staff to avail Computer Lab services? 
In your opinion does Management provide sufficient hours to Students 
and Staff to avail Internet services? 
In your opinion does Management provide proper training and 
placement service to Students? 
In your opinion does Management provide sufficient facilities to 
Students and Staff in Hostel? 
In your opinion does Management provide sufficient number of Industry 
representatives and Professionals visiting the institute? 
1 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
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2 Responsiveness: The ability to provide prompt service. The gap between what 
Management thinks Student and Staff desire and the quality 
specifications that Management develops to provide the service, can 
be measured through the following set of questions. 
2.1 
2.2 
2.3 
2.4 
2.5 
In your opinion does Management provide sufficient number of Staff to 
Student to serve them? 
In your opinion the poor attendance of Students in classes is due to lack of 
competency in Staff? 
In your opinion does Management policies for recruiting staff are not up to 
the mark? 
In your opinion students complaints about services provided are not 
attended/corrected on time? 
In your opinion does Management thinks that Students and Staff are not 
following guidelines as expected to avail the services? 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
3^ Assurance: The knowledge and courtesy of employees. The gap between the service 
quality specifications and the service that is actually provided, can 
be measured through the following set of questions. 
3.1 
3.2 
3.3 
3.4 
3.5 
3.6 
In your opinion does Management thinks that Faculty has poor job 
performance in providing proper Services to Students? 
In your opinion does Management thinks that Staff has poor job 
performance to provide proper Services to Students? 
In your opinion does Management provides motivation of Students and 
Staff to improve Services? 
In your opinion does Management provides performance appraisal 
conductions for Staff to improve quality of services? 
In your opinion does Management keep checks and controls on Students 
and Staff Service quality provided? 
In your opinion does Management lacks proper scheduling of Services to 
Students and Staff? 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
4. Empathy: Caring, individualized attention to customers. The gap between what 
Management provides and what the student is told, can be measured 
through the following set of questions. 
In your opinion Student and Staff complaints were given incorrect 
information on the services provided? 
4.1 1 NA 
4.2 In your opinion does Management change many services without notifying 
to Students and Staff? 
NA 
4.3 In your opinion does Management keeps checks and controls for deadlines 
of services? 
NA 
4.4 In your opinion do Staff and Students feel upset due to not providing 
benefits in time? 
In your opinion Management does not provide information on time for 
training of staff, update of job descriptions etc for proper Services? 
NA 
4.5 NA 
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5. Tansibles: The physical evidence of a service. The gap between the service that Students 
receive and the service they desire, can be measured through the following set 
of questions. 
5.1 
5.2 
5.3 
5.4 
5.5 
5.6 
5.7 
In your opinion does Management provide quality food to Students and 
Staff? 
In your opinion does Management provide proper computer labs, library, 
classrooms, furniture, internet and quality of cleanliness? 
In your opinion does Management track complaints at main desk, help 
desk, etc? 
In your opinion does Management respond if the cause is related to 
unsatisfactory service delivery? 
In your opinion does Management notify Students and Staff when changes 
or program are modify? 
In your opinion does Management provide sufficient space to Students and 
Staff to sit? 
In your opinion does Management provide sufficient Transport facilities to 
Students and Staff? 
1 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
Please fill in the following also about your Institute. 
/. Institute Name : 
2. Year of Establishment:_ 
3. Web Site of Institute 
4. In your opinion overall service quality of Management (Please Tick) 
A) Good B) Very Good C) Satisfied D) Unsatisfied E) Can't Justify 
5. Type of courses your Institute is providing. (Please Tick) 
A)BBA B)BCA C) B.Tech D) B.Pharm E) MBA 
F) MCA G) BIO-TECH H Other - Please specify: 
6. Name of a person giving information (Optional): 
7. Contact number 
8. E-mail Id: 
9. Position you are holding in Institute 
Thanks a million for your time and cooperation. 
Address to Post the Questionnaire: Asma Zaheer, C/O Qazi Zaheer, 201, Ismail Nagar 
Near Old Tehsil- Kotwali. Meerut 
Mobile No: 09319925613 
e-mail id: asmazaheer@redi£fmaiLcom 
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Asma Zaheer 
Research Scholar 
Prof. Javaid Akhter 
Dean and Chairman 
(PhD Supervisor) 
Faculty of Management 
Studies & Research. 
Department of Business 
Administration. A.M.U. 
Aligarh-202002 INDIA. 
i avedmbafolhotmail • com 
asmazaheer@rediffinail.com 
Dear Respondent: 
• I am collecting some information for my research work which aims at studying Gaps Model 
of Service quality "An Emperical Study of Management Institutes in Northern India ". 
• / shall be thankful if you would kindly spend your valuable 15 minutes and assign an 
appropriate rank to each question by putting tick mark. 
• I shall be pleased to share with you the findings once the thesis is complete and the degree is 
awarded, if you so desire. Would you like to share? (Yes / No) 
• Further I assure you to which information provided to me will remain strictly confidential 
and will have no commercial value. 
Thanking you. 
Yours Sincerely 
(Asma Zaheer) 
Given below are the areas identified by the researchers Please tick the rank extent to which it 
is applicable: 
|FOR STAF^ 
5 = Strongly Agree 
4 = Agree 
3 = Neither Agree nor Disagree 
2 = Disagree 
1 = Strongly Disagree 
NA= Not Applicable 
Reliability, Responsiveness, Assurance, Empathy and Tangibility these are Components of 
Gaps Model of Service Quality through which we need to find the gap level between 
Management, Staff and Student. 
L_ Reliability: The ability to perform the service right the first time. The gap between Student 
and Staff wants and what Management thinks to which student and staff desire, 
can be measured through the following set of questions. 
1.1 
1.2 
1.3 
1.4 
1.5 
1.6 
1.7 
Please rank the extent to which the Management provides all equipments 
facilities to Staff. 
Please rank the extent to which Management provides sufficient hours to 
Staff to avail Library services. 
Please rank the extent to which Management provides sufficient hours to 
Staff to avail Computer Lab services. 
Please rank the extent to which Management provide sufficient hours to 
Staff to avail Internet services. 
Please rank the extent to which Management provides proper training 
and placement services to Students. 
Please rank the extent to which Management provides sufficient 
facilities to Staff in Hostel. 
Please rank the extent to which Management provides sufficient number 
of Industry representatives and Professionals visiting the institute. 
1 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
I 
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Z Responsiveness: The ability to provide prompt service. The gap between what 
Management thinks Student and Staff desire and the quality 
specifications that Management develops to provide the service, 
can be measured through the following set of questions. 
2.1 
2.2 
2.3 
2.4 
2.5 
Please rank the extent to which Management provide sufficient number of 
Staff to Student to serve them. 
In your opinion the poor attendance of Students in classes is due to lack of 
competency in Staff. 
In your opinion the Management policies for recruiting staff are not up to 
the mark. 
Please rank the extent to which staff complaints about services provided 
are not attended/corrected on time. 
Please rank the extent to which Management thinks that Staff is not 
following guidelines as expected to avail the services. 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
i. Assurance: The knowledge and courtesy of employees. The gap between the service 
quality specifications and the service that is actually provided, can be measured 
through the following set of questions. 
3.1 
3.2 
3.3 
3.4 
3.5 
3.6 
Please rank the extent to which Management thinks that Faculty has poor 
job performance in providing proper Services to Students. 
Please rank the extent to which Management thinks that Staff has poor job 
performance to provide proper Services to Students 
Please rank the extent to which level Management provides motivation of 
Staff to improve Services. 
Please rank the extent to which level Management provides performance 
appraisal conductions for Staff to improve quality of services. 
Please rank the extent to which level the Management keep checks and 
controls on Staff Service quality provided. 
Please rank the extent to which Management lacks proper scheduling of 
Services to Staff 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
Empathy: Caring, individualized attention to customers. The gap between what 
Management provides and what the student is told, can be measured through 
the following set of questions. 
4.1 
4.2 
4.3 
4.4 
4.5 
Please rank the extent that Staff were given incorrect information on the 
services provided. 
Please rank the extent to which Management change many services 
without notifying to Staff 
Please rank the extent that to which level the Management keeps checks 
and controls for deadlines of services to Staff. 
Please rank the extent that to which level the Staff feels upset due to not 
providing benefits in time. 
Please rank the extent to which Management does not provide information 
on time for training of staff, update of job descriptions etc for proper 
Services. 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
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5. Tangibles: The physical evidence of a service. The gap between the service that Students 
receive and the service they desire, can be measured through the following 
set of questions. 
5.1 
5.2 
5.3 
5.4 
5.5 
5.6 
5.7 
In your opinion does Management provides quality food to Staff? 
In your opinion does Management provides proper Computer labs, 
Library, Classrooms, Furniture, Internet and quality of cleanliness 
services? 
In your opinion does Management track complaints at main desk, help 
desk, etc? 
In your opinion does Management respond if the cause is related to 
unsatisfactory service delivery? 
In your opinion does Management notify Staff when changes or program 
are modify? 
In your opinion does Management provides sufficient space to Staff to sit? 
In your opinion does Management provides sufficient Transport facilities 
to Staff? 
1 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
Please fill in the following also about your Institute. 
1. Institute Name : 
2. Web Site of Institute 
3. Position of a person giving information : 
A)Professor B) Associate Professor C) Assistant Professor D) Senior Lecturer E) Lecturer 
4. In your opinion overall service quality of Management(Please Tick) 
A) Good B) Very Good C) Satisfied D) Unsatisfied E) Can't Justify 
5. Type of courses your Institute is providing. (Please Tick) 
A)BBA B)BCA C) B.Tech D) B.Pharm E) MBA 
F) MCA G) BIO-TECH H Other - Please specify: 
6. Name of a person giving information (Optional): 
7. Contact number 
8. E-mail Id: 
9. Position you are holding in Institute 
Thanks a million for your time and cooperation. 
Address to Post the Questionnaire: Asma Zaheer, C/0 Qazi Zaheer, 20L Ismail Nagar 
Near Old Tehsil- Kotwali. Meerut 
Mobile No: 09319925613 
e-mail id: asmazaheer^rediffmaiLcom 
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Asma Zaheer 
Research Scholar 
Prof. Javaid Akhter 
Dean and Chairman 
(PhD Supervisor) 
Faculty of Management 
Studies & Research. 
Department of Business 
Administration. A.M.U. 
Aligarh-202002 INDIA. 
i avedmba@hotmail. com 
asmazaheer@rediffmail.com 
Dear Respondent: 
• I am collecting some information for my research work which aims at studying Gaps Model 
of Service quality "An Emperical Study of Management Institutes in Northern India ". 
• I shall be thankful if you would kindly spend your valuable 15 minutes and assign an 
appropriate rank to each question by putting tick mark. 
• I shall be pleased to share with you the findings once the thesis is complete and the degree is 
awarded, if you so desire. Would you like to share? (Yes / No) 
• Further I assure you to which information provided to me will remain strictly confidential 
and will have no commercial value. 
Thanking you. 
Yours Sincerely 
(Asma Zaheer) 
Given below are the areas identified by the researchers. Please tick the rank extent to which it 
is applicable: 
IFOR STUDENTS! 
5 = Strongly Agree 
4 = Agree 
3 = Neither Agree nor Disagree 
2 = Disagree 
1 = Strongly Disagree 
NA= Not Applicable 
Reliability, Responsiveness, Assurance, Empathy and Tangibility these are Components of 
Gaps Model of Service Quality through which we need to find the gap level between 
Management, Staff and Student. 
L Reliability: The ability to perform the service right the first time. The gap between Student 
and Staff wants and what Management thinks to which student and staff desire, 
can be measured through the following set of questions. 
1.1 
1.2 
1.3 
1.4 
1.5 
1.6 
1.7 
Please rank the extent to which the Management provides all equipments 
facilities to Students. 
Please rank the extent to which Management provides sufficient hours to 
Students to avail Library services. 
Please rank the extent to which Management provides sufficient hours to 
Students to avail Computer Lab services. 
Please rank the extent to which Management provide sufficient hours to 
Students to avail Internet services. 
Please rank the extent to which Management provides proper training 
and placement services to Students. 
Please rank the extent to which Management provides sufficient 
facilities to Students in Hostel. 
Please rank the extent to which Management provides sufficient number 
of Industry representatives and Professionals visiting the institute. 
1 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
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Z Responsiveness: The ability to provide prompt service. The gap between what 
Management thinks Student and Staff desire and the quality 
specifications that Management develops to provide the service, 
can be measured through the following set of questions. 
2.1 
2.2 
2.3 
2.4 
2.5 
Please rank the extent to which Management provide sufficient number of 
Staff to Student to serve them. 
In your opinion the poor attendance of Students in classes is due to lack of 
competency in Staff. 
In your opinion the Management policies for recruiting staff are not up to 
the mark. 
Please rank the extent to which Students complaints about services 
provided are not attended/corrected on time. 
Please rank the extent to which Management thinks that Students are not 
following guidelines as expected to avail the services. 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
ii Assurance: The knowledge and courtesy of employees. The gap between the service 
quality specifications and the service that is actually provided, can be measured 
through the following set of questions. 
3.1 
3.2 
3.3 
3.4 
3.5 
3.6 
Please rank the extent to which Management thinks that Faculty has poor 
job performance in providing proper Services to Students. 
Please rank the extent to which Management thinks that Staff has poor job 
performance to provide proper Services to Students 
Please rank the extent to which level Management provides motivation of 
Staff to improve Services. 
Please rank the extent to which level Management provides performance 
appraisal conductions for Staff to improve quality of services. 
Please rank the extent to which level the Management keep checks and 
controls on Staff Service quality provided. 
Please rank the extent to which Management lacks proper scheduling of 
Services to Students. 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
4^ Empathy: Caring, individualized attention to customers. The gap between what 
Management provides and what the student is told, can be measured through 
the following set of questions. 
4.1 
4.2 
4.3 
4.4 
4.5 
Please rank the extent that Students were given incorrect information on 
the services provided. 
Please rank the extent to which Management change many services 
without notifying to Students. 
Please rank the extent that to which level the Management keeps checks 
and controls for deadlines of services to Students. 
Please rank the extent that to which level the Students feels upset due to 
not providing benefits in time. 
Please rank the extent to which Management does not provide information 
on time for training of staff, update of job descriptions etc for proper 
Services. 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
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5. Tansibles: The physical evidence of a service. The gap between the service t/iat Students 
receive and the service they desire, can be measured through the following 
set of questions. 
5.1 
5.2 
5.3 
5.4 
5.5 
5.6 
5.7 
In your opinion does Management provides quality food to Students? 
In your opinion does Management provides proper Computer labs, 
Library, Classrooms, Furniture, Internet and quality of cleanliness 
services? 
In your opinion does Management track complaints at main desk, help 
desk, etc? 
In your opinion does Management respond if the cause is related to 
unsatisfactory service delivery? 
In your opinion does Management notify Students when changes or 
program are modify? 
In your opinion does Management provides sufficient space to Students to 
sit? 
In your opinion does Management provides sufficient Transport facilities 
to Students? 
1 
1 
1 
1 
1 
1 
1 
2 
2 
2 
2 
2 
2 
2 
3 
3 
3 
3 
3 
3 
3 
4 
4 
4 
4 
4 
4 
4 
5 
5 
5 
5 
5 
5 
5 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
Please fill in the following also about your Institute. 
1. Institute Name : 
2. Web Site of Institute 
3. In your opinion overall service quality of Management (Please Tick) 
A) Good B) Very Good C) Satisfied D) Unsatisfied E) Can't Justify 
4. Type of courses your Institute is providing. (Please Tick) 
A)BBA B)BCA C) B.Tech D) B.Pharm E) MBA 
F) MCA G) BIO-TECH H Other - Please specify: 
5. Name of a Student giving information (Optional): 
6. Contact number 
7. E-mail Id: 
8. Which year of M.B. A A) First Year B) Final Year 
Thanks a million for your time and cooperation. 
Address to Post the Questionnaire: Asma Zaheer, C/O Qazi Zaheer, 201, Ismail Nagar 
Near Old Tehsil- Kotwali. Meerut 
Mobile No: 09319925613 
e-mail id: asmazaheer@rediffmail.com 
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Appendix IV Calculations and Tests 
Calculations for Multiple Comparisons of Respondent Category 
Multiple Comparisons 
Scheffe 
Dependent Variable (1) Respondent Cateqor (J) Respondent Catego 
Overall Reliability Management 
Staff 
Students 
overall responsiveness Management 
Staff 
Students 
Overall Assurance Management 
Staff 
Students 
Overall Empattiy Management 
Staff 
Students 
Overall Tangibility Management 
Staff 
Students 
Overall Service Qualit> Management 
Computed 
Staff 
Students 
Overall service quality Management 
Staff 
Students 
Staff 
Student 
Management 
Student 
Management 
Staff 
Staff 
Student 
Management 
Student 
Management 
Staff 
Staff 
Student 
Management 
Student 
Management 
Staff 
Staff 
Student 
Management 
Student 
Management 
Staff 
Staff 
Student 
Management 
Student 
Management 
Staff 
Staff 
Student 
Management 
Student 
Management 
Staff 
Staff 
Student 
Management 
Student 
Management 
Staff 
Mean 
Difference 
(l-J) 
.22584 
.35635 
-.22584 
.13051 
-.35635 
-.13051 
.18779 
.16757 
-.18779 
-.02023 
-.16757 
.02023 
.32465 
.26860 
-.32465 
-.05605 
-.26860 
.05605 
.06824 
.05881 
-.06824 
-.00943 
-.05881 
.00943 
.17426 
.23023 
-.17426 
.05597 
-.23023 
-.05597 
.19540 
.21631 
-.19540 
.02091 
-.21631 
-.02091 
-.411 
-.511* 
.411 
-.100 
.511* 
.100 
Std. Error 
.17288 
.16336 
.17288 
.09115 
.16336 
.09115 
.14543 
.13742 
.14543 
.07668 
.13742 
.07668 
.14721 
.13910 
.14721 
.07761 
.13910 
.07761 
.15936 
.15058 
.15936 
.08402 
.15058 
.08402 
.16849 
.15909 
.16849 
.08900 
.15909 
.08900 
.11214 
.10588 
.11214 
.05924 
.10588 
.05924 
.169 
.159 
.169 
.089 
.159 
.089 
Sig. 
.427 
.094 
.427 
.360 
.094 
.360 
.435 
.476 
.435 
.966 
.476 
.966 
.089 
.156 
.089 
.771 
.156 
.771 
.912 
.927 
.912 
.994 
.927 
.994 
.586 
.352 
.586 
.821 
.352 
.821 
.220 
.125 
.220 
.940 
.125 
.940 
.052 
.006 
.052 
.533 
.006 
.533 
95% Confidence Interval 
Lower Bound 
-.1987 
-.0449 
-.6504 
-.0934 
-.7576 
-.3544 
-.1694 
-.1699 
-.5450 
-.2085 
-.5051 
-.1681 
-.0369 
-.0730 
-.6862 
-.2467 
-.6102 
-.1346 
-.3231 
-.3110 
-.4596 
-.2158 
-.4286 
-.1969 
-.2395 
-.1605 
-.5881 
-.1626 
-.6209 
-.2746 
-.0800 
-.0437 
-.4708 
-.1246 
-.4763 
-.1664 
-.83 
-.90 
.00 
-.32 
.12 
-.12 
Upper Bound 
.6504 
.7576 
.1987 
.3544 
.0449 
.0934 
.5450 
.5051 
.1694 
.1681 
,1699 
.2085 
.6862 
.6102 
.0369 
.1346 
.0730 
.2467 
.4596 
.4286 
.3231 
.1969 
.3110 
.2158 
.5881 
.6209 
.2395 
.2746 
.1605 
.1626 
.4708 
.4763 
.0800 
.1664 
.0437 
.1246 
.00 
-.12 
.83 
.12 
.90 
.32 
*• The mean difference is significant at the .05 level. 
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Appendix-IV Calculations and Tests 
Sample Size Statistics of 31 Management Colleges of Northern India Less Then Ten Years of 
Establishment 
Nos 
1 
2 
3 
4 
5 
6 
7 
8 
Name of Colleges Less than Ten Years 
Bharat Inst of Technology 
Forte Inst of Technology 
Kalka Inst for Research & Advanced Studies 
Kishan Inst of Information & Technology 
Subharti Management College 
Vidya College of Business 
J.P Inst of Management 
I.I.M.T 
City 
Meerut 
Meerut 
Meerut 
Meerut 
Meerut 
Meerut 
Meerut 
Gr. Noida 
Population 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
No 
1 
2 
3 
2 
3 
1 
0 
2 
1 
4 
1 
0 
2 
7 
1 
0 
2 
6 
1 
0 
7 
1 
0 
1 
6 
1 
1 
3 
4 
4 
1 
1 
Sample 
Size 
1 
1 
1 
1 
2 
1 
0 
1 
1 
3 
1 
0 
1 
2 
1 
0 
1 
3 
1 
0 
1 
1 
0 
1 
3 
1 
1 
2 
1 
2 
1 
1 
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9 
10 
11 
12 
13 
14 
15 
16 
B.B.S 
Graduate School of Business & Administration 
Ideal Inst of Technology 
Noida Inst of Engineering & Mangt Technology 
Accurate Inst of Management 
Greater Noida Inst of Technology 
H.I.M.T 
I.E.C College of Engineering & Magt Technology 
Or. Noida 
Ghaziabad 
Ghaziabad 
Noida 
Ghaziabad 
' 
Gr. Noida 
Gr. Noida 
Gr. Noida 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
3 
2 
5 
1 
0 
2 
5 
1 
0 
2 
1 
4 
1 
0 
3 
4 
1 
0 
2 
2 
4 
1 
0 
4 
1 
0 
3 
2 
4 
1 
0 
2 
3 
3 
1 
2 
1 
1 
1 
0 
2 
2 
1 
0 
1 
1 
2 
1 
0 
1 
2 
1 
0 
1 
1 
2 
1 
0 
1 
1 
0 
1 
1 
1 
1 
0 
1 
1 
1 
1 
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17 Galgotia Inst of Management Gr.Noida 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
0 
2 
3 
1 
1 
3 
1 
4 
0 
1 
1 
1 
1 
1 
1 
1 
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Appendix-IV Calculations and Tests 
Sample Size Statistics of 31 IVIanagement Colleges of Northern India More or Equal to Ten Years of 
Establishment 
Nos 
1 
2 
3 
4 
5 
6 
7 
Name of Colleges More or Equal to Ten Years 
Institute of Management and Research 
Deewan Inst of Management & Technology 
I.I.M.T Inst of Management 
Inst of Informatics & Management Sciences 
Meerut Inst of Engineering & Technology 
NICE Management College 
Advance Inst of Management 
City 
Ghaziabad 
Meerut 
Meerut 
Meerut 
Meerut 
Meerut 
Ghaziabad 
Population 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
No 
1 
2 
3 
2 
4 
1 
1 
2 
3 
5 
1 
1 
1 
1 
4 
1 
0 
1 
6 
1 
1 
3 
2 
5 
1 
1 
3 
3 
4 
1 
0 
1 
2 
3 
Sample Size 
1 
1 
1 
1 
2 
1 
1 
1 
2 
3 
1 
1 
1 
1 
2 
1 
0 
1 
3 
1 
1 
2 
1 
2 
1 
1 
2 
1 
2 
1 
0 
1 
1 
2 
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8 
9 
10 
11 
12 
13 
14 
Harlal Inst of Management & Technology 
S.R.M Inst of Management & Technology 
Apeejay School of Management 
Master School of Management 
B.D.S Inst of Management 
Mangalmay Inst of Management & Technology 
Unique Inst of Management 
Ghaziabad 
Modinagar 
Gr. Noida 
Meerut 
Meerut 
Gr. Noida 
Modinagar 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
Mangt 
Prof 
AP 
Sr. Lect 
Lecturer 
1 
0 
1 
2 
4 
1 
0 
1 
1 
5 
1 
0 
2 
3 
4 
1 
0 
1 
4 
1 
0 
3 
2 
3 
1 
2 
2 
3 
3 
1 
0 
1 
2 
4 
1 
0 
1 
1 
1 
1 
0 
1 
1 
2 
1 
0 
1 
1 
2 
1 
0 
1 
1 
1 
0 
2 
1 
2 
1 
1 
1 
1 
2 
1 
0 
1 
1 
2 
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